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ABSTRACT 

The quality and success of 
at the City of Brampton Public Lilrary and 
Canada, were investigated through a series 
statistical data analyses, and coapariscns 
this and other public libraries. The study 
methodology outlined by Alt man in ''A Data 
Manual for Performance Measures in Public 
refinements and adaptations tc th€ Brampton situation. Data regarding 
patr-on characteristics, in-library. use of materials, equipment and 
facilities, circulation, and staff interactions were coxxected on 
questionnaires and recorded on data gathering forms. Findings or 
spring 197 9 self-study provided a basis for comparative analysis 
an earlier summer 1978 study and allowed for refireient of data 
collection techniques and operational methodology. These reiated 
the system- only; a more drtailed analysis by branch, along 
comparison with 1976 findings, yielded further insight 
satisfaction and user activity. Additional compariscns 
concerning libraries of compaiable si 2e to Sraoipton, 
study revealed contrasting patterns of library use, 
are presented in light of these findings, and data 
jjuestionnaires are appended. iCVlH) 
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Abstract 



This spring the City of Brampton (Ontario, Canada) 
Public Library and Art Gallery undertook its third 
major investigation into library users and services. 
This most recent pursuit of quantitative knowledge marks 
a certain attainment of sophistication in the continuing 
management process of self-study begun on an exploratory 
basis during the summer of 1977. Tfiis.tsophistl6ation 
relates not only to the actual findings derived from 
the self-study process, but also to refinements in the 
operational methodology^ which is founded on the 
Pgrfo rmance Measures approach. 

Both the findings from the spring study and the 
improvements in methodology are the subject of this 
report. Comparative analyses with earlier studies 
undertaken at both Brampton and a few other puulic 
libraries are also presented. Practical implications 
and recommendations for the. future are outlined. 
Includes 9^ pages of data tables. 
(Author) 
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I. INTRODUCTION • 

On Tuesday, April 10, 1979, the City of Brampton 
Public Library and Art Gallery undertook its third major 
investigation into library users and services. This most 
recent pursuit of quantitative knowledge marks a certain 
attainment of sophistication in the ongoing management 
process of self-study begun on an exploratory basis during 
the summer of 1977. This sophistication relates not only 
to the actual findings derived from the self-study process, 
but also to its operational methodology as first outlined 
by De Prospo and colleag-ues (1973) in Performance Measures 
for Public Libraries and subsequently in step-by-step 
detail by Altman and colleagues (1976) in A Ofita Gathering 
and Instructional Ma nual for Performance W<?^sur^s in 
Public Li braries. 

Both the findings from the study, including selected 
comparison with earlier ones, and the operational methodology 
as applied and refined are the subject of this. report. 

Two points regarding the analysis of past and future 
studies. Although data from the August 1977 pilot study are 
included in the tables -Selected Indicators of User Activity 
from the Spring and Summer Studies,** at the end of chapter IV, 
they have not been discussed in the text of this report, for 
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several sons i it was a pilot s tudy i it was held on a 
Wednesday while the subsequent two studies were both held 
on Tuesdays I comparative analysis of two studies was 
complex enough already. 

Second t all the graphs in chapters IV and V, with 
the exception of those in chapter V which are set up by 
time of day, have been designed for continued use. At least 
two additiorjal sets of activity indicators can be added 
to the existing graphs. This will allow for an excellent 
visual representation of a complete series of seasonal 
studies conducted over a three-year period, summer 1978, 
spring 1979» fall 1979» and winter 1980. 

The report is organized in the following sequence. 
A general review of the 1979 spring study is covered by 
chapter III. Then follows a comparative analysis of the 
1978 summer study with it. These relate to the system only. 

If a more detailed analysis by branch is desired, 
that is presented in chapter V. It includes, as well, 
a comparison with the 1978 fijidings. 

A brief comparison with other library studies is 
next, and then the chapters on methodology and recommendations 
for the future. 

As you peruse this report, keep in mind the purposes 
of this and previous studiesi to measure quality and success. 
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IX. EXECUTIVE SUMMARYi FINDlkjS, EVALUATION, RECOMMENDATIONS 



On the spring study day in 1979* almost 2700 people 
made use of the Brampton Public Library system, at an hourly 
rate of 75 patrons at the Four Comers Branch and l68 at 
Ghinguacousy. In last summer's study, Four Comers recorded a 
slightly higher rate while Chinguacousy's was Ikk patrons 
per hour. Thus there was .an overall increase in effective 
user hours from 89 user hours per library hour last summer 

to 9^ this spring. 

Effective circulation per user was virtually the same 
for both study days, around ^.5 items, even though outside 
borrowing was down 1|;his spring by 13 per cent to 4^00 items 
compared to 5100 last summer. The number of borrowers was 
also down. Thus, while borrowers made up 5^ per cent of 
on-site users in last summer's study, the proportion decreased 
to ^5 per cent this spring. 

Conversely, in-library use of materials was a dramatic 
50 per cent higher than in last summer's study, representing 
1 out of every ^ items used by patrons this year, in contrast 

to 1 out of 7 iteAiS previously. In-libzrary circulation 
was far more significant in the spring study, and this 
divergence demonstrates how deficient the out-of-library 
usage count was that day as an overall indicator, to 
library management, of the demand for materials. 



Looking at total use of materials* fiction was much 

« 

more popular in the summer^^ptudy than in the spring one, 
2100 items compared to 1250* Exactly the opposite was true 
of non-fiction use, and paperback popularity declined slightly 
at the Chinguacousy Branch but increased at Pour Corners, 

The use of adult materials went up from last summer 
but juvenile decreased* 

A slightly higher proportion of patronF this spring 
were satisfied with their library materials, 77 per cent 
versus 73 per cent, but a greater number last summer were 
apparently seeking such items. Full time students were the 
least satisfied occupational group, in both periods. 

Total requests for infoimation remained relatively 
constant over the two periods, around 800, but the proportion 
of subject inquiries more than doubled compared to directional 
and bibliographical questions* There was also a constant ratio 
between the two studies in the number of users asking the 
staff for help, about 1 out of every ^ people. 

Of those who requested assistance in the spring 
study, 80 per cent said tliey were satisfied with the help 
received. The staff's perception of how satisfied their 
clients were with the service rendered appeared to be 
considerably higher; only 2 per cent of all reference 
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inquiries could not be answered in the spring study, 
according to their evaluation. Another facet of staff 
assistance concerns the frequency with which patrons must 
wait for service* This increased from last summed'* s study, 
when the^ances of immediate help were 5^ per cent, to 
M 3?er,,C9nt,i spring one. The level of public service 

«tafflng was TsXightly lower in the spring period, while 
administrative utilization of these staff went up by a small" 
fraction* 

'Overall utilization of seating facilities in the 
spring study increased by one-third, to 12 per cent. Increases 
were also recorded in the use of meeting roons and activity 
centres for preschoolers, and in the use of microfilm 
readers which more than tripled this year. More modest 
•gains were registered in the use of on-site l6mm film 
projectors, public card atalogues and the children's houses. 
Decreases in utilization were recorded for headphones and 

photocopiers. 

Additional facets of library activity included in 
the spring study were Art Gallery viewing and library 
membership.. The proportion of Chinguacousy Branch patrons 
who visited the spring exhibition was fairlV similar to 
the propoi '-ion last summer, about 2 out of 5. The proportion 
of patrons in the system who held library cards was also 
quite stable over the tw^ periods, just over 7 out of 10 
users in both branches. 
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In conclusion, while the Performance Measures 
methodology does not provide all the answers, its Ijasic 
concepts and approach are sound. The library services 
self-study process extends- management's knowledge hase, 
helps it become more certain of what if already believed 
to be true, and furnishes vast new insights into the 
complexity and variety of activities occurring in the 
library. It identifies those services meeting usei^ ^ 
needs a^nd it documents user satisfaction levels with those 
l^6rvices.- It indicates library quality and success. 

Future developments should include the following! 

1. .Frequent sampling of materials, equipment, facilities 
and staff utilization, including information requests, 
with annual surveying of patrons and materials availability 

commencing in 1980. An annual budgbw provision of at least 
. \ ot Vfo of the total budget should be provided for this. 

2. Implementation of the full-scale study this fall. 

3. Devising more and more user-centred criteria for 
evaluating library services, for example, seating 
suitability in addition^to seating availability. 

4. More sophisticated testing of the quality of information 
service provided on a day-to-day basis, for example, 
unobtrusive evaluation along the lines of Crowley and 
Childers' study of reference service accuracy. 

5. Monitoring of the very promising Statistics Canada 
research into library user behaviour, and if possible 
some kind of active cooperation with them.. 



A summary of 20 key indicators of library activity and 
library performance are presented below. 

Summer Spring 
197« 1979 

1. Patrons satisfied with materials 73% 77'*' 

2. Patrons satisfied with staff help 92^ 80% 

3. Reference requests not answered n/a 2% 

4. Probability of immediate staff help 5'^ ^1% 

5. Patrons seeking materials/ total users* 86% • 6U% 

6. Patrons seeking staff help/ total users* 28% 31< 

7. Effective user hours* ^9/lib hr 9Vlib hr 

8. Total users 2426 2658 

9. Effective circulation per .user ^.6 itemo ^.5 items 

10. Circulation per borrower 4.2 items 4.0 items 

11. Borrowers/ total users* 54% 45% 

12. Library card holders/ total users * 74^ 71jS 

13» In-library use/ total circulation 15% 23% 

14. Requests per user* 0.3 0.3 

15* Reference requests/ total requests 66% 78% 

16. Administrative utilization of 

public service staff 25% 29% 

17. Utilization of seating 10^ 12% 

18. Utilization of meeting rooms 0^ 14?5 
19* Utilization of photocopiers 34^ 21% 
20. Utilization of public card catalogues >l% 0.5% 



* on pite users only 
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FINDINGS PROM THE 1979 SPRING STUDY 



Overall hourly averages for selected indicators of 
user activity on the spring study day were as follows t 

• 22k patrons in person 

• 14 telephone inquirers 

• 403 items borrowed by 101 patrons 

• 121 items used by patrons on site 

• 72 patron requests answered by 10 staff 

• 34 switchboard calls 

• 43 library seats used 

• 4 patrons used card catalogues 

• 26 patrons visited the Chinguacousy Art Gallery. 

Of the 224 patrons in person per hour, they could be 
described asi 

o 74 users of the Four Comers Branch 

o 150 users of the Chinguacousy Branch 

o 98 males and 118 females 

o 82 students and 16 preschoolers 

o 32 homemakers, 26 professional and technical, 

20 clerical, 13 craftsmen and the like 
o 7 senior citizens and retired 
o 1 u. .employed 
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0 6 part time stxidents 

0 135 patrons stayed 15 minutes or less 

o 89 patrons stayed an average of 51 minutes 

0 73 patrons had used the library the previous week, 

69 others within th^ previous month 
0 11 were first-time users and 24 had used the library 

at least once in the previous year * 
o 35 residents of postal code area L6S, 

k9 of L6T, 

2if of L6V, 

21 of L6W, 

10 of L6X, 

11 of L6Y, and 
5 of L6Z. 




The table on the following page, "Selected Indicators 
of Spring Library Activity," highlights peak and low 
frequencies. It shows that peak activity in almost all areas 
occurred between 7 p.m. and 8 p.m. On the other hand, the 
lowest activity was dispersed throughout the study day with 
some clustering in the morning and early afternoon periods. 



ERIC 



I 



-10- 



SELECTED IWDICATORS OF SPRING LTBRARY ACTIVITY 



Time 



10 
11 
12 
1 
2 
3 

5 
6 

7 
6 



Users 

on 

site 



Bors 



Out 
circ 



In Eff Info Card Seat Staff 
lib circ reqs cat use** helping 



circ per 
user* 



use 




22 

20 
30 
30 

42 

39 
36 

>A 
87 
85 



users** 

12 
9 

10 

8 

13 
11 

6 

12 
17 




Total 2466 1107 ^^28 1333 



791 



Hourly 

average 224 



101 



403 121 ^'5 



72 



^3 



10 



* Formula = circ /borrower + in lib c ire/user 

Hourly random counts on the half hour 
*** Including 18 requests between 9 and 10 a.m. 



O 



Peak frequency 



Low. frequency 
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On the spring study day, almost 2700 people made 
use of the library system, 2500 in person, 150 by 
telephone, 55 by teleprinter and a handlHl by mail» For 
every 1 hour of library operation, patrons expended 
collectively a total of 9^ hours of their own time using 

the libraries. 

Less than half of them, however, about 1100, 
borrowed materials for outside use. At the same time, 
in-library circulation accounted for 25 per cent of all 
5800 items used on the study day. Thus, circulation 
per borrower was ^.0 items while effective circulation 
per user was 4.5» 

Adult materials represented two-thirds of the 
combined outside and in-library circulation of all adult- 
juvenile categories. By type of material, 1 out of every 3 
items in use was non-fiction. Paperbacks and fiction 
followed. Other types were relatively little used. 

Of the 1600 patrons seeking library materials for 
use either on or off-site, 77 per cent said that they were 
satisfied, 13 per cent dissatisfied and 10 per cent partly. 
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Although there were almost 2700 patrons of the 
library system on the spring study day and I60O of them 
had sought materials, only 800 asked for staff assistance. 
Of these, 600 were on-site users. Thus only 1 out of every 
k patrons on the premises consulted the staff for 
information* 

On average, those seeking help made 1 request each. 
About half of the requests were for subject information, 
one-quarter for bibliographical information and one-quarter 
f or ^rectional assistance. In addition, support staff 
recorded 200 contacts with patrons and switchboard staff 
recorded almost ^00 calls. 

With respect to bibliographical and subject 
requests, together defined as reference transactions, the 
number of sources consulted by staff was 1.^ items per 
reference request. The most frequently consulted sources 
were the circulating collection, 400 times, the card 
catalogue, 300 times, and the reference collection, less 
than 100 times. Other sources consulted were relatively 
negligible. 

On average, the chances of immediate staff help 
were M per cent. The administrative use of these staff 
was 29 per cent. -There were 10 staff per hour assisting 
patrons, in the hourly random counts. 



The picture of public service staff utilieation 
must l,oolc beyond overall averages to peaks and lows in 
demand. At 7O0 p.m., there were 1? staff assisting 
patrons with information requests of one kind or another, 
while at 3. 30 p.m. there were 13 and at each of 6.30 p.m. 
and 10.30 a.m. there were 12. Low demand was registered 
at 1.30, with k staff assisting, and at 5.30 and 8.30 
when 6 each were assisting. 

On the flip-side of the coin, the busier the 
staff are helping patrons, the less are a patron* s chances 
of getting immediate service. This is generally speaking 
true if the availability of staff remains more or less 
constant over the whole day, which on the spring study 
day was the case. Thus, the probability that a patron^ 
would get immediate help was lowest at 7.30 p.m., about 1 
out of 10 chances. The probability was also low at 10.30 
a.m., 2 out of 10 chances and at 3.30 p.m., just slightly 
better. On the other hand, a patron's chances of inmiediate 
service were in the range of 60 to 70 per cent at 1.30, 2.30, 
5,30 and 8.30. Analysis by department is also suggested. 

Administrative utilization of staff did not vary as 
widely as did the probability of immediate service, ranging 
from 23 per cent of scheduled staff at 5.30 p.m. and 2k 
per cent at I.30 p.m. up to 37 per cent at 3*30 p.m. 

Of the 600 on-site patrons asking for staff help, 
80 per cent said that they were satisfied, 10 per cent 
dissatisfied and another 10 per cent partly. 
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' In the hourly arandon counts of the utilisation of 
library facilities and eciuipment, about 12 per cent of . 
the available seating was occupied throughout the study 
day. Meeting rooms were occupied some 1^ per cent of the 
tame, the activity centres 9 per cent and the preview room 
18 per cent* 

The liighest utilization was recorded for the 
microfilm readers, 21 per cent of the time, and photocopiers 
the same percentage. The microcard reader was in , use 9 
cent of the time, the non-circulating l6 mm film projectors 
7 per cent of the time, headphones only 1 tper cent of the 
time, and the public card catalogues also only 1 per cent 
of the time. 

With respect to the utilization of facilities and 
equipment, overall usage factors roust be supplemented by 
the patterns of peak and low activity. For instance, 8? 
seats of the 3^8 available were occupied at 7.30 p.m., 85 
at 8.30 p.m. and 66 at 6.30 p.m. Low usage was recorded 
at 11.30 a.m. when only 16 seats were in use, 12.30 p.m. 
when 20 were in use and at 10.30 a.m. with 22 in use. The 
meeting rooms were not used at all except in the evening. 
The preview room was occupied at 10.30 and 5»30« 

Headphones were used once at 2.30 and 3 times at 
6.30 and 7.30 each. The photocopiers were used more 
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regularly, once each at 12.30, 2.30 and 7.30 and twice 
each at 3.30 and ^.30. The same w»>.8 true of the jaicrofilm 
readers, with 3 recorded in use at 10.30, and 1 at 1.30, 
5.30, 7.30 and 8. 30. The microcard reader was used once 
at 10.30 and the film projectors once each at 10. 30, 1.30 
and 5*30. 

Finally, the public card catalogues were used by 
10 patrons at 7.30, 9 at 6.30, 7 at 5.30 and by 3 or less 
patrojis throughout the rest of the library day. 



The only types of library equipment that circulated 
regularly for outside use at the time of the spring study 
were the cassette playback units for talking books, and 
projectors and screens for I6 mm films. Three projectors 
were charged out on the study day, 1 at 3 p.m. and 2 at 8 p. 
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Almost 300 patrons visited the Chinguacousy Branch 
Art Gallery on the study day to view the exhibition of 
stained-glass works by James Gillespie, This represented 
17 per cent of Chinguacousy patrons. By Branch occupational 
grouping, proportionately more full tijne students were 
Art Gallery viewers, per cent, followed toy 20. per cent 
of the senior citizens and retired and 20 per cent of the 
professioml-technical class. Only 9 per cent and 1^ per 
cent respectively of preschoolers and homemakers visited 
the Gallery. 

Among full time students at Chinguacousy, grades 7 and 8 
were the most interested in the Gallery, 37 per cent of 
them, while only 13 per cent of the university students 
had visited it. 



The "Matrix of User Characteristic 8 1| April 10, 1979** 

<> 

on, the following page illustrates the possible theoretical 
combinations of client groupings and the actual cross- 
tabulations commanded, hZ in total. A number of basic 
characteristics— males and females, occupations, student 
grade levels, part time students, residences— were matched 
with library interactions such as branch used, arrival 
times, amount of time spent on the premises, literary 
membership, frequency of library use, and who asked for 
staff help. Most of these were also matched against patron 
satisfaction with materials and staff assistance, primary 
indicators of library performance. 

About 55 per cent of known patrons, 1300, were 
females and ^5 per cent, 1100, were males. Their patterns 
of usage were very similar with regard to arrival times, 
branch used, and satisfaction with materials and assistance. 

Occupations of patrons weret homemakers, 350| 
professional and technical, 300| clerical, 200; craftsmen, 
foremen. and operatives, almost 150; and unlfnployed, 10, 
There were also about 70 senior citizens and retired, just 

4 

under 200 pre-schoolers, and 900 full time students. Ranked 

by frequency, user occupational status wasi 36 per cent 
student; 14 per cent homemaker; 12 per cent professional 
and technical; 9 per cent clerical; 7 per cent preschooler; 
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6 per cent craftsmen, foremen and operatives $ 3 per cent 
senior citizens and retired! and less than 1 per cent 
unemployed. Another 12 per cent were unspecified. 

There were approximately 115 occupations mentioned 
by patrons, the most frequent being 60 teachers, ^7 office 
and sales clerks, 36 secretaries, 33 engineers, 26 
managers, 19 accountants and auditorb, 1? salespersons, 
15 mechanics and repairmen, 1^ supervisors, 13 nurses, 
12 civil servants, 11 machinists, 11 marketing service 
representatives, 9 policemen, 8 bookkeepers and 8 computer 
programmers. 

Peak arrival times of various occupational groups 
were from 6 p.m. to 8 p.m. for professional and technical, 
clerical, craftsmen and the like, and full time students. 
Early morning users were homemakers, senior citizens and 
preschoolers; preschoolers also registered a second peak 
at 2 p.m. Peak and low patterns were as followsi 



Peak arrival 



Low arrival 



Professional?* technical 7pni (17?^) 

Clerical 7pni i2li^) 

Craftsmen and the like 6pm {1Q%) 

Homemakers 10am iX7fo) 

Seniors and retired lOaro (259^) 



10am (^), 

8pm i^), 

3pm (^), 

5pro (2^), 

8pm (395), 

8pro {^) 

11am 



11am {5%) 



10am (5^) 



11am {5%) 




Preschoolers lOaA (26^), 2pm (22?^) 

Pull time students 7pm (25?^) 



12prn (2^), 
1pm {2%) 



Unemployed 



lOam-^pm only 
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As far as the amount of time spent on the premises 
by different occupational groups, full time students 
/tended to stay the longest followed Dy preschoolers. In 
fact, 20 per cent of the students spent an hour or more 
on site compared to approximately 10 per c«nt of the 
other groups. More preschoolers, ^5 per cent compared to 
a range of 20 to 30 per^cent of other groups, s.tayed one- 
half to one hoxir. ^ , -< 

With regard to known frequency of library use, 
5 per cent indicated this was their first visit i this was 
the case for all occupational groups. Just under half of 
the senior citizens and retired sdid they had used library 
facilities during the previous week while the proportion 
of weekly users in other groups ranged from 20 per cent 
of the preschoolers to 38 per cent of the full time students. 
Overall, one-third of all users were presiimably weekly ones. 

The proportion of occupational groups indicating at 
least monthly use, of known frequencies, was as follows i 

-100^ of the Unemployed 

- 80J^ of professionals and technical, clericals, craftsmen 

and the like 

- 7^ of homemakers 

- 7355 of senior citizens and retired 

- 67% of full time students , 

- 579^ of preschoolers. 
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Overall, about 60 per cent of the user^ in this 
spring* 8 study could be presumed to have been at least 

regular monthly patrons* 

With regard to membership, patrons holding library 

cards were in the range of 71 per cent regardless of 
occupation, with the exception of preschoolers whose 
membership rate was understandably much lower, 32 per cent. 
Excluding preschoolers altogether, membership would have * 
been 7/5 per cent on the study day. 

Of knowi patrons this spring, 1700 resided in urban 
Brampton and another 200 in adjacent rural or other urban 
locations, including 59 in Caledon, 19 in Georgetown and 
5 in Norval»'29 in Mississauga and 6 in Oakville, and 17 
in Metro Toronto. There were also a scattering of 
patrons resident in Peterborough, Oshawa, Aurora, Barrie, 
Markham, Thornhill, Woodbridge, Acton, Milton, Hamilton, 
Kitchener, New Brunswick and Quebec. 

While the vast majority of library users on the 
study day lived in urban Brampton, this pattern was not 
representative for at least two important services. First 
7 out of 10 patrons of the 16 mm film service onv:bhe.,^t\^dy 
day were Brampton residents while 19 per cent lived in 
Mississauga and 12 per cent in Georgetown. 

Second, only 76 per cent of Infomation Brampton* 3 
clients. on the. study day iived in Brampton, while 13 per 
cent were Mississauga residents. 
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Within urban Brampton, street addresoee producing 
the most library users were 121-228 Fleetwood Cr. and 18 
Knightsbridge Rd., with 12 each, and 15 Eastbourne Dr, 
and 3 Knightsbridge Rd., with 11 each. 

User residential patterns on the spring study 
day were as follows i 



Postal Zone 



1978 Population 
for assessment 



Library Users on 
Spring Studay Day 





Number 




Number 




L6S 


23,695 


20 


388 


23 


L6T 


32,311 


28 


536 


31 


L6V 


20,367 


17 


263 


15 


L6W 


17,860 


15 


233 


\h 


l6X 


9,763 


8 


110 


6 


L6Y 


8,938 


8 


123 


7 


L6Z 


3,781 


3 


50 


3 
22 


Total 


Il6,7i5 


22 





Users as a ^ 
of population 



1.6^ 

1.7 

1.3 

1.3 

1.1 

1.^1 

1.3 



This table illustrates the proportion of library 
users on the study day who resided in each of the 7 
urban postal zones in the City of Brampton and compares 
them to the 1978 population as a whole in each area. The 
highest proportion of librsiry users lived in zone l6T, 1.7 
per cent of the population in that zone, followed closely 



^ :. 

• * • * 

-23 



by xone l6S. The lowest incidence of library users lived 
in zone l6X, 1.1 per cent of the population there • Overall, . 
1.5 per cent of the total urban population visited the 
library system on the 1979 spring study day. 

The maps below illustrate the distributions just , 
discussed t 

* 1 

Library Users on the Library Users as a ^ 

1979 spring study day of the 1978 population 





Looking at occupational groups by residence, a 
higher proportion than normal of the professional -technical 
class lived in zones L6Y and l6z, in the spring study. There 
was also a higher proportion than normal of homeroakers in - 
these two areas. Library users who were full time students, 
on the other hind, were under-represented there and no senior 
citizens at all resided in l6Z. The seniors tended to live 
in l6V and l6X, The preschoolers showed a slightly lower 
proportion than normal of residents in L6W and L6X, The 
clerical and craftsmen groups of patrons were m.ore or less 
evenly found in all areas of the City, in proportion to their 
numbers. There is a table -Occupational Groups by Postal 
Zones** at the end of this chapter which illustrates the 
distribution. Maps following this page give a visual picture. 

The above cross-tabulations, and others available, 
suggest areas for practical considerations in library 
policy, particularly in relation to the question of how 
popular library service is with various occupational groups 
and in the different residential areas. 

More directly relevant in assessing overall 
performance are users' ratings of satisfaction with library 
materials and with library staff assistance. 

There were no differences in the levels of 
satisfaction with materials between males and females, or 
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i; ,yBl»t-BY USBRS nw THE iq»0 SPBTWO STVDY VKX 
Proportion of ProfosBlon*! and Proportion of Homemakers 

Taehnlcal Maiding in aaeh area residing in each area 




T,IBRARY USERS ON THE 1979 SPRING STUDY PAX 
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Proportion of Pro schoolers 
residing In each area 




Proportion of Clericals 
residing in each area 




1 





Proportion of Craftsinen» Foremen & 
Operatives residing in each area 



batween the two brawshes. 

There were some differences registered among 
occupational groups 'and particularly among both full 
time and part time students. Differences were also 
also identified on the basis of patron arrival times, 
the amount of time spent on the premises, and frequency 
of library use. 

Only 68 per cent of full time students who 
sought materials indicated satisfaction with what they 
had obtained on the study day, while 17 per cent were 
dissatisfied and 1^ per cent partly so. Those senior 
citizens and retired people looking for materials expressed 
the greatest satisfaction, 9^ per cent, while positive 
ratings by other occupational groups were in the range 
of 8 out of 10. 

Among full time students seeking materials, 
only the elementary group (K-grade 6) indicated general 
satisfaction, 85 per cent of them. High school students 
were the least satisfied, followed closely by community 
college students. Four out of 10 such students were 
either dissatisfied or partly so. 

Among part time students, the overall level of 
satisfaction with materials was similar to that of their 
full time counterparts, but there were differences on the 



basis of grade levels 55 per cent of elementary part 
tine students expressed satisfaction, ko per cent of 
those in high school, and 80 per cent of those in 
community college. 

Oifi, the basis of arrival time, the most satisfied 
patrons seeking materials, about 85 per cent, were those 
who came between 10 a«m« and 11 a.m. and between 1 p.m. 
and 2- p.m. The least satisfied, 59 per cent, came 
between 6 p.m. and 9 p.m. followed by 69 per cent 
satisfied patrons between 3 P«m. and k p.m. 

The amount of time spent on the premises did 
not influence the level of satisfaction with the exception 
cf slightly less positive ratings by those who stayed 
more than 1| hours. 

By frequency of library use, regular patrons 
expressed greater satisfaction with materials, 76 to 84 
per cent, than those who used the library less than 
monthly, 63 per cent, and those who were first- time 
users, 71 per cent. 

With regard to staff assistance, 25 per cent of 
on-site patrons requested information on the spring study 
day. There were no differences on the basis of branch 
visited, but there were some differences according to 
occupation, amount of time stayed in the library, and 
and frequency of use. Patron arrival time was not a 



factor in whether or not staff assistance was requested. 

Very few senior citizens, 1^ per cent, asked for 
help; the same was also true, understandably, of preschoolers. 
In contrast, per^cent of the full time students indicated 
that they had sought assistance. 

. On the basis of time spent on the premises, the 
longer the patron stayed, the more likely he or she was 
to request assistance. Th\is, while only 17 per cent of 
those staying less than 15 minutes requested help, 4 out. 
of 10 staying an hour did so and almost 6 out of 10 
staying an >iour and a half • 

By frequency of library use, irregular users, 4 out of 
tended to ask for help more often than monthly and weekly 
patrons, followed by first-time users, about one-third. 

The level of patron satisfaction with staff 
assistance did not correspond in all cases to the frequency 
of requests. While branch used and sex were not factors 
in satisfaction, occupational status was in the instance 
of full time students. Thus while 1 out of 3 said they 
had requested help, only 71 per cent were satisfied with it. 
By grade level, those in 7 and 8 were the least satisfied, 
57 per cent of them, followed by high school students at 

69 per cent. 

By arrival time, patrons rated staff help the 
highest in the period 11 a.m. to 2 p.m., with over 9 out 
of 10 satisfied. Patrons said they were the least 



plea8«d with eervise between 8 p.m. and 9 p.m.. and 
between 3 p.m. and 4 p.m. when only 65 to 70 per cent 
gave a positive rating. 

With regard to amount of time stayed, while 
patrons spending more time in the library tended to 
ask the staff for help, they were less satisfied with 
what they received. Of those who were there an hour 
and a half, only 7 out of 10 expressed satisfaction 
with' service. 01 those on site for Z hours, only 50 
per cent were satisfied. 

By frequency of library use, those who came the 
least regularly, every 3 to 12 months, rat^d their staff 
assistance the most favourably, with 9 out of 10 expressing 
satisfaction. 
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L6s l6T l6V l6W L6X L6Y L6Z Total j 

No. p Nfi.JL Na.P. isa^i Ha^JL lia^JL ISa^JL ISai- i ^ 



Professioml* 
technical 

Clerical 




Craftsmen and , ^ . ^ « 

the like 32 9 38 7 10 ^ 11 5 11 10^ 97 

Homemaker 60 16 90 18 36 U 30 13 13 12 M A 

Senior citizen, f}i , « UJ\ ^ ^ 

retired 1 12 2 i^9j ^ 2 ^87; 6 5 

Preschooler ifl U 36 7 16 6 11 9 

Full time , . ^^.^i^^^^x 

student 167 ^5 225 118 ^ 112 50 46 ^3 12 26 



Unemployed 1 ^ 1 0 2 I ^ 

Total J2ii:iil2,m^1tl^!^12Zlll^lZ 1^ ^ 
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196 \t% 
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15 


172 10 
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269 16 






53 3 
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10 


119 7 


11 


21 


711 if3 


0 
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lY. COMPA-WLI'IVE AWA>LYSISi THE SPRIWS.AND SUMMER STUDIES 



On the spring study dAy this year, almost 2700 
patrons used the library system, some 200 more than last 
summer* Effective user hours equalled 9** user hours per 
library hour. On the summer study day in 1978 it ws 89 
user hours per librai^ hour. 

Effective circulation per user was virtually the 
sa&e for both study days, around 4.5 items, even though 
outside borrovdng was down this spring by 13 per cent to 
4400 items, compared to 5100 last summer.* The number of 
borrowers was also down by 100 to 1100. Thus, while 
borrowers made up 54 per cent of on-site users in last 
summer's study, the proportion decreased to 45 per cent 
this spring. 

On the other hand, in-library use of materials was 

« 

a dramatic 50 per cent higher than last year, over 1300 
items compared to less than 900 in 1978. Hence, in-library 
circulation represented 1 out of every 4 uses this y'»ar 
in contrast to 1 out of 7 last. 

A slightly higher proportion of patrons this spring 
were satisfied with their library materials, 77 per cent 
versus 73 per 'cent, but a greater number last summer were 
seeking such items, over 1900 patrons compared to 1600, 
(There may be some question about just how comparable these 
data are for the studies, because a fourth option for 
questionnaire respondents was introduced this year to the 

er|c isa . 
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satisfaction with materials category, "Didn't want any." 
Over 400 patrons, 17 per cent of the total, chose this 
response. How such patrons answered in previous studies 
is unknown, since the category had then assumed that all 
users were seeking library materials. See chapter VII on 
"Operational Methodology" for further information.) 

With regard: to the typefe of materials used by 
patrons, fiction was much more popular in the summer study 
-than in the spring one, 2100 items compared to 1250. This 
represented a decrease of 'fO per cent. Exactly the 
opposite was true of no n- fiction use, which experienced a 
kO per cent increase from under 1^00 items to over 1900. 
Paperback use declined only slightly from the 1978 study, 
from just over l600 items to about 1550, a 5 per cent 
drop. Very large increases in use were recorded for the 
newspaper collection, from 19 items in 1978 to.l04 this 
year, for the reference collection, from 102 items to 217 
respectively, and for the magazine collection, from 171 to 
222. The use of records and tapes declined from 203 items 
last summer to 180 this spring and of film from 135 to 97. 
The use of French and foreign language materials increased 
slightly from 85 to 92 itemb this spring. 

The overall use of adult materials went up from 
2100 items last summer to 2200 this spring but juvenile 
materials went down from 1600 to 1200. 



These comparisons of spring and awnmer studies 
rereal some rather coaple^ and often contrasting patterns 
of denawl for library materials. Generally speaking, 
while tbsre were more on-site users this spring* fewer 
borrowed materials. The gi^atest decreases occurred in 
the use of juvenile materials and fiction, whether adult 
or juvenile. In fact, in-library usu of fiction also 
declined steeply, The opposite pattern of use characterized 
non- fiction, while only a slight dip was recorded in the 
demand for paperbacks. 

With regard to the use of materials on library 
premises, while outside borrowing dropped, here there 
was a very sharp increase in volume, principally in the 
areas of non- fiction, magazines, newspapers and reference. 
It is apparent that in-library use of materials was far 
more significant in the spring study than in th« earlier 
summer onef and this shows how deficient the out-of -library 
circulation count was on the spring study^ay as an , overall 
indicator, to library management, of the demand for material 

These comparisons also have potential applications 
in such areas as selection priorities, weeding, timing of 
acquioitionSf traffic flow and physical layout of materials. 




In this 8prii«»B study, 800 patfpns requeatad 
Inforaation frort public servica staff comp^rad to undar 
700 last sunaer. By mode of inquiry, teleprinter usage 
jumped by over 50 per cent, telephone patrons by* one-third 
and on-site patrons by 22 per cent« 

Subject requests accounted for the net increase 
in public service inquiries, acre than double the" 200 inquiries 
recorded in the sianmer. Bibliographical i^equests declined 
by over 30 per cent from the 300 recorded in the summer 
period and there was a similar situation for directional 
questions. 

Although subject requests more than doubled from 
last summer, there was a much more modest increase in the 
frequency with which sources were used by public service 
staff in their responses to these and other reference 
(bibliographical) inquiries. Consulting the reference 
collection itself rose by just under 20 per cent, as did 
card catalogue consultations, and use of the circulating 
collection increased by slightly less than 50 per cent. 
The biggest increase occurred in the use of the pamphlet 
file, 9 times higher. 

Overall, however, the number of sources consulted by 
staff per reference request remained constant at l,k items 
per request for both the spring and summer studies. 
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Thtre was also a constant ratio betwssn the two 
studies in the proportion of on-site users asking the 
staff for help, about 1 out of every 4 people • Of those 
asking, 500 said they were satisfied while over 100, were only 
partly satisfied or not at aU in the spring study. In 
last summer's study, about the same number said they 
were ^tisTied but less than 5<>^xpre«sed -anr l^^l <>f , ' 
dissatisfaction. Thus the percentftge of satisfied inquirers 
declined from 92 per cent last summer to 60 per cent this 
spring* (Just how comparable are the responses given in 
the two studies is debatable, because the wording in the 1973 
questionnaire ambiguously allowed patrons to interpret 
♦•service" in a global sense rather than in the far narrower 
meaning intei^ded of "infomation service by public service 
staff." The wording in the spring questionnaire was revised 
in order to eliminate the ambiguity. See chapter VII on 
"Operational Methodology" for further discussion of this 
problem.) 

It is instructive to note that while patrons themselve 
rated staff help as something less than satisfactory in 20 
per cent of their encounters, the public service staff 
reported only 13 reference inquiries could not be answered 
in the sp^-ing study. This represents 2 per cent of all 
reference requests. Similar data are not available for 
the previous summer study. 



Turning to the effect of patron inquiry workloads 
on the, use and availability of public service staff, the 
- chances of immediate assistance declined from 5*^ per cent 
in the sximmer study to per cent in the spring one» 
This may be accounted for by a combination of differences 
between the two periods. The level of public service 
staffing was slightly lower in the spring, 24 employees 
per hour versus 26 in the summen the administrative use 
of these staff increased slightly from 25 per cent to 29 
per centj and staff assisting users increased from 9 per 
hour on average to 10 in the spring* 
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' These conparleonB of patron requeets for staff 
help in relation to staff availability reveal that, in 
general terms, while there was a modest increase this 
spring in the volume of inquiries, public service staffing 
was down slightly and at the same time more of their work 
day was devoted to administrative activities* Both 
directional and bibliographical questions declined. Subject 
inquiries doubled in the spring, but the frequency in staff 
use of sources did not correspond as might have been 
expected. In fact, the ratio of sources consulted per 
reference inquiry remained constant for the two periods. 

Further, there was also a constant ratio in the 
proportion of on-site users who asked for staff help, 
about 1 out of every 4 people in both studies. 

These comparisons give a picture of user-staff 
interaction and suggest potential practical applications 
for workload planning, determining levels of expertise 
required, analyzing the need for visual accessibility 
such as physical layout and directional signs, assessing 
the quality of inforp^tion service in relation to 
bibliographic sources used, and determining priorities for 
staff training. 
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The inoreaees in Qn-slte users and use of materialii 
in the spring study were accompanied by some Increased 
# utlllKation of facilities and equipment. The most important 
related to seating which increased in use by one-third this 
spring to almost 500 users* to meeting room and activity 
centre use which were not occupied at all in the previous 
< summer 8tudy» and to microfilm reader use which more than 
tripled this year. More modest! gains were registered in 
the use of on-site 16 mm film projectors, public card 
catalogues and the children's houses* 

« 

Decreases in utilization were recorded for headphones 
. and photocopiers. In the summer study the photocopiers 
were in use 3k per cent of the time but in the spring one . 
their use declined to 21 per cent. 

Overall utilization of seating in this year's study 
was 12 per cent. Meeting rooms were utilized 1^ per cent 
of the time and the two activity centres 9 per cent. 
The preview room registered the highest utilization in 
terms of both its seating capacity, 7 per cent of the time, 
and the number of times it was in use, 18 per cent, 
when compared with the meeting and activity rooms. 

These comparisons suggest that overall utilization 
of equipment and facilities is still relatively low in 
both the summer and spring periods, although there is 
some increased demand in the latter, principally of various 
types of meeting room space and microfilm readers. 

47 



The practical applloatlons of these. compaxAtlve 
data relate to traffic flow patterns, physical arrangement . 
of facilities and equipment, spac* utilisation, * 
budgetary decision-making, and staffing for user assistance 
with various pieces of equipment such as the microfilm and 
mlcrocard readers and audio facilities* 

♦ 

The proportion of Chlnguacousy Branch patrons who 
viewed the Art Gallery exhibitions was fairly stable between 
the two study periods, around 300 participants. In the 1978 
summer study this represented 21 per cent of Chlnguacousy 
patrons and in the 1979 spring one, 17 per cent. 

The proportion of patrons who held library membership 
was also fairly stable over the two periods, just under 
1700 in the sxjmmer and just under 1800 in the spring, 74 
per cent and 71 per cent respectively of all on-site users. 

The ratio of males and females remained constant 
over the two periods, 45 per cent males and 55 per cent 
females. 
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Tha occupatioml make-up of library users In the 

« 

two study periods was generally similar except for an 
Increase of over one-third In homemakers In the spring 
study. Other groups remained more or less constant In 
numbers of members. 

Among full time students, the spring study recorded 
a very high proportion of high school stvaents, ^4 per cent, 
compared to elementary and senior public. The proportion of 
high school students In the summer study was much lower i 
29 per cent. Community college students Increased from ^ 
per cent In the summer study to 6 per cen'c 1^ the spring 
one, while uriverslty students showed the opposite pattern, < 
dropping from 8 per cent in the summer period to 3 per 
cent in che spring. 

The number of part time students also decreased, 
from 9^ in the summer study to 61 this spring. 

The patterns of patron arrival times between the 
two study periods were markedly different* This was ^ 
primarily attributable to full time students whose peak 
arrival time in the summer study was 1 p.m. to 2 p.m., 
while in the spring one it was ? p.m. to 8 p.m. The 
peak arrival times of other occupational groups were the 
same in both periods, generally sr^aking. The graph on 
the next page illustrates overall arrival patterns for 
the two studies. 
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The spring pattern was dominated by a strong surge 
of visits in the early evening hours, as suggested by the 
change in the behaviour of full time students. The summer 
pattern was more constant with the exception of a period 
of very low use in the Itte afternoon. 

With regard to time spent on site, patrons in the 
summer study tended to stay longer. In the spring period, 
29 per cent, some 700 patr.ons, spent less than 15 minutes 
on the premises, compared to 20 per cent, i^rSO patrons, 
last summer. 

A comparison of user residential patterns for the 
2 studies reveals an increase in the spring period in the 
number of patrons living in postal areas l6T, l6x, L6y and 
L6Z. A decrease was registered in area L6W of 7 per cent, 
^^he other two areas, L6S and L6V, showed minor change from 
the Slimmer study. 
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These changes In user residential patterns were 
also reflected, to a certain degree, in, overall changes 
in the. total urban population between 1977 and 1978. 
The .following table illustrates the percentage change 
for total population and for the library user population 
on the stuJy daysi 

Total Urban Population Study Day Library Users 
1978 compared to 1977 1979 compared to 1978 



l6s 


+ 


- 1.0% 


L6T 


+ 13.6 


+ 12.1 


L6V 


+ 3.2 


+ 2.3 


L6W 


• 2.7 


- 7.2 


l6X 


5.3 


+ 15.8 


L6Y 


+ 6.0 


+ 11.6 


L6Z 


+170.1 


+ 25.0 


Total 


+ 7.7 


+ 4.9 


♦ Known users 







The maps on the following page illustrate these 
comparisons. 
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Changes in User Residence Patterns 

1979/1978 



Changes in Total Urban Population 
1978/1977 
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ThUB, library uStre «• a peretlntage of total urban 

population renmlned r©Utlvely constant for the two study 
periods. Area L6X continued to produce the lowest 
proportion of library users, per cent of the residents of 
that area in the 1979 spring study compared to 1.0 per cent 
in the 1978 summer one. Area l6T remained constant at 1.7 
per cent of total residents, in both periods, as did area 
L6V. Areas registering declines of one-tenth of 1 per cent' 
were l6S and I*6W. Areas showing increases of this magnitude 
were l6X and L6Y. Area L6Z declined from 2.9 per cent of 
the, total residentL to 1.3 per cent. Overall, however, 
the library system drew 1.5 per cent of the urban population 
on both the summer 1978 and the spring 1979 study days. 



Summer 1978 Library Users 
as a ?t of 1977 population 




iJ^m i * f mBL- ^ .Mi 



a: 




Spring 1979 Library Users 
as a of 1978 population 




SELBOTBD INDICATORS OP USSR ACTIVITY 
PROM THE SPRIWQ AMD SUMMER 



Total U8er«»« 

Users on site 
(respondents) 



August 1977 
1860 



July 1978 April 1979 



1725 

Non respondents 73 ^ 

Effective User Hours* 72/lib hr 



Effective Circulation 
-per U6er« 

Borrowers 

Borrowers as a, % of 
Users ♦ 

Circ^;Lation per 
Borrower 



sterns 

930 

k.O items 



Circulation of Materials 

- Outside 3779 

- In Library 933 

- Total ^712 
In Library as a ?S Total 20^ 

Patrons Wanting 
Materials 155^ 

- as a ?5 of Users* 90^ 

Patrons Satisfied with 
Materials 

- yes 116^ 

- no 259 

- partly 131 



75% 
17 

8 

T00?5 



2^26 

2259 
71 35f 
89/lib hr 



2658 

2466 
1*^7 . 5% 
9Vlib hr 



4*6 items 4*5 items 
1212 1107 



5^ 
4*2 items 

5105 . 

889 
5994 

15?f 

1943 
8695 



1409 7395 
349 18 

To^ 



455c 
4.0 items 

« 

4428 
1333 
5761 
2395 

1589 
6k% 



1219 
203 
167 



77^ 
13 
10 
100^ 



♦ On site only 

♦♦excluding non respondents 



August 1977 * July 1978 April 1979 



Patrons Satisfied 
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with Materials 
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Professional, 
technical 


161 


77% 


183 








Clerical 


125 


70 


163 


77 




A9 
oc 


Craftsmen and 
"the like 

WAV 


96 


76 


9^ 


73 


9^ 


85 


Homemakers 


182 


83 


198 


84 


217 


83 


Seniors, retired 


33 


83 


47 


75 


47 


.94 


•"U d A Vt /\ /\ *l A G 

i^rescnooxQ 


56 


77 


117 


72 


92 


82 


Full time students 




72 




67 


432 


68 


Unemployed 


9 


100 


5 


56 


6 


86 


Other 


3^ 


71 


58 


69 > 


22 


51 


Total 


1164 


75% 


1409 


73^ 


1219 


77% 



Patrons Satisfied 
with Staff Help 

Professional, 

technical 70 96% 

Clerical 90 
Craftsmen and available not available 

the like 34 92 

Homemakers / ^® ^1 

Seniors, retired 91 

Preschoolers ^8 72 

Full time students 238 71 

Unemployed 2 100 

Other ^ 

Total '^02 80% 



•52- 



August 1977. 



July 1978 



April 1979 



Matrons Wanting 
Materials 

Professionalf 

technical 209 

Clerical 176 

Craftsmen and ^ 

the like 126 

Homemakers 219 

Seniors, retired ^0 

Preschoolers 73 

Full time students 652 



tJnemployed 
Other 

Total 



9 



155^ 



Patrons Wanting 
Staff Help 

Professional, 
technical 

Clerical 

Craftsmen and 
the like 



63 
k9 



39 
64 

13 
16 



Homemakers 
Seniors, retired 
Preschoolers 
Full time students 228 
Unemployed 1 
Other 12 



93^ 

9if 

9*^ 
97 
89 
85 
96 
100 

37 
90^ 



Total 



28^5 
26 

29 
28 

29 
19 
33 
11 

9 

2Q% 



255 


93^ 


.207 


71% 


213 


92 


167 


77 


129 


91 


110 


76 


236 


91 


262 


74 


63 


76 


50 


.70 


162 


SB 


112 


62 - 


792 


92 


631 


70 


9 


100 


7 


70 




39 


*f3 


Ik 


1943 


86^ 

• 


1589 


65% 


73 




79 


• 

279^ 


55 


2k 


53 


2^^ 


26 


18 


39 


27 


59 


23 


75 


21 


21 


25 


10 


Ik 


35 


19 


26 


Ik 


238 


28 


301 


Jk 


2 


22 


2 


20 


18 


8 


20 


7 


527 


23% 


605 


25?^ 



ERIC 



OS 



Au«u»t 1977 July 1978 April 1979 



Us« of Materials 
(Out ft In Library) 



Adult 


1446* 




2113 


2212 


Juvenile 


913 




lOcf 


1 999 

X££ f 


Fiction 


1590 




2092 


1250 


Non Fiction 


1132 




1377 


1912 


Paperback 


1315* 




1628 


1546 


Film 


129 




135 


97 


Record tc Tape ^ 




203 


180 


PaiADhlet File 


68 




16 


39 




41 






* 22 


Fopfilfn Tift ngii ft gft J 




70 


Macaz ine 


232 




171 


222 


NewsDRDer 






19 


104 


Government Pul>n 


19 




27 


13 


lAiTStfk Print 


** 




25 


14 


Lan£ruafite Learniivc 


«« 






2 


Miorofilin & card 


12 




20 


20 


fin 6 ine s s /Law 


«« 




19 


14 


Map 


«* 






7 


Telephone Book 


7 




5 


3 


Purple Circle 


** 




16 


22 


Parents Collection 


«« 








Videotape 


5 






1 


Local History 


*« 




«« 


5 


Reference 


113 




102 


217 


Total 


4712 




599^ 


57^1 



♦ In library data not available 
♦♦No data available 



Patrons Asking for 
Assistancs 
- ttlsphonst stc. 

• on sits 

• total 

• as a ^ of 

Total Users 



August 1977 



155 

75o 



July 1978 April 1979 



167 
503 

670 
2B% 



212 
605 * 



31% 



Oh site Patrons Asking 
for Assistance 

* ' 

- 9iB Wl % of 

on site Users 



28^ 



satis jTiedt yes ** 
no 

partly #♦ 



Total Requests for 

Assistance 752 

Reauests per User 0.4 
(all users) 

Requests per Public 

Service Staff Member 9/hr 



22^ 

k63 92JC 
16 3 



752 
0,3 

8Ar 



Z5% 



24 ^ 61 
303 ToSf «S 



502 <8o?; 
65 10 
10 

Toojf 



791* 
0.3 

7/hr 



Mode of Requests 

- On site 

• telephone 

- mail 

- teleprinter 

Type of Requests 

- directional 

- reference 
(bibliographical 
(sub.iect 



597 
78 

7^ 



27^ 
478 



585 
114 

17 

jh 

259 
^93 
299 
194 



579* 

150 

7 




175 
616 

205) 
411) 



Patron Contacts with 

- Support Staff 

- Sv.'itchboard 



180 
264 



192 
379 



* The number of patrons who said tliey asked for assistance 
exceeds the number of requests recorded by staff. This 
discrepancy is dealt with in the chapter on Operational 
Methodology. 



no data available 



August 1977 July 1978 April 1979 



Rtftrtnot &8 a 5( of 
Total Raquasts 6^^ 66% 7B% 

Refar«no« Rtqutsts 

- antwartd 6l6 698 588 



- rtfarred 131 . 5^ 97 
• follow up needed n 2*) ^ 

- not answered _5 J 13 



752 775 7^ 

Reference not answered 

as e of reference 1% ** . 

Sources Used for 
Reference Requests 

Card Ca?talogue .23*^ 237 282 

Reference Collection 5^ 

Circulating Collectn 212 265 393 

Periodical or News- ^2 
paper Index **" 

Periodical or News- 2^ 
paper ■ \ 

Pamphlet File 10 3 

Goveriment Pu^>n 

Other Library Source 63 ^3 ^8 

Other Branch/Dept 5 24 22 

Other Lib^a^y 3 ^ 
(outside BPL) 

Other Organization 6 2 2 

Total Sources 6^1 zS 2^ 

- per Reference . ^ 

Request 1-3 l*** 



Public Service Staff . . 

- assisting patrons 8/hr 9/hr 10/hr 
. available to help iVhr l?/hr 17/hr 

- assigned for work 20/hr 26/hr 2Vhr 



Probability of 
Iininediate Help 



Uri^ 5^ 



Administrative Use. of ^ 
Public Service Staff 33^a 25?5 29f* 



** no data av»^iA>*T« 



56 



% 

% • ^ 





August 1977. 


July 1978 


April 1979 


bilitation oft ' 
Stating * 


fifitlft 

3'*7 




358 


lOjC 


473 


12jl 


Mteting rooms 
- seating 
«- rooms Usee) 


137 
0 




• 




84 
0 




Activity Centres 
seatlns 
« rooms (uses) 




0)1 






36 

r 


6J{ 
9^ 


Preview Room 
- seating 
«» room (uses) 


4 

3 


27> 


* 

2 

1 


9^ 


20 
2 


107* 


Headphones 


26 


13^ 


13 




7 




Photocopiers 


14 


42j; 


10 


3^ 


7 


21^ 


Microfilm Readers 


7 


21^ 


2 




7 


219( 


Microcard Readers 






2 


18^ 


1 


99^ 


16 mm Film Projectors 2 






rset 


3 




Public Card Catalogues 2 




39 


0^ 




1% 


Children's Houses 


28 




1 




6 




• 

Chinguacousy Art 
Gallery Viewers 


273 




302 




288 




• as a ^ of 
Branch Patrons 






21?5 




1795 




BPL Card Holders 


(not asked) 


1673 




1763 




- as a ?5 of Users 






7^ 




71^ 




- excluding 
Preschoolers 






(not asked) 


75% 




Users hy sex 
- males 
» females 


777 
824 




975 
1187 


55 


1075 
1298 


55 



August 1977 



July 1978 April 1979 



Occupations of Users 

Professional, 
technical 22k 

Clerical 190 

Craftsmen* foremen * 



operatives 

Komemaker 

Senior citizens * 
retired 



134 
226 

45 
8o 



Preschoolers 
Full time students 681 
Unoraployed 9 
Unknown , 130 



13% 
11 

8 
13 

3 
5 
39 
1 
8 



Total 



1725 100 



274 12% 

231 10 

142 6 

259 11 

83 4 

184 8 

861 38 
9 

^2^6 10 

2259 100 



291 12^ 

217 9. 

144 6 

354 14 



72 
180 

897 
10 

301. 



3 
7 
36 

12 



2466 100 



Full time Students 

Elementary (K-6) 28? 

Senior Pub (7&8) 130 

High School (9-13) 182 

Community College 22 

University 43 

Post graduate 12 

Total 676 



Part time Students 85 
- as a ^ of users 5% 

Length of Library Stay 
Less than i hour 
i hour 
i hour 
1-1 hour 
1-2 hours 
Over 2 hours 
Total 



k2% 

19 

27 

3 

6 

2 



100 



259 


15% 


674 


39 


409 


24 


228 


13 


130 


7 




1 


1725 


100 



343 


37^ 


245 


27^ 


199 


21 


170 


19 


268 


29 


392 


44 


37 


4 


58 


6 


72 


8 


28 


3 


18 


2 


5 


1 


937 


100 


898 


100 


94 




61 




495 








460 


20^ 


703 


2i^ 


789 


35 


78O 


32 


495 


22 


445 


18 


366 


17 


343 


14 


132 


6 


171 


7 




1 


24 


1 


2259 


100 


2466 


100 



August 1977 



July 1978 April 1979 



Patron Arrival Tlaitft 



10 


163 


11 ^ 


161 


12 


191 


1 


19^ 




231 


3 


128 


k 


. 13"* 


5 


72 


6 


78 


7 


226 


8 


l^f7 


Total 







Zo«r 




9 


201 


9 


11 


206 


9 


11 






13 


237 


10 


7 


180 


8 


8 


129 


6 


\ 


139 


6 


5 


175 


8 


13 


260 


12 


9 


153 


7 


100 


2259 


100 



Frequency of Library Use 
First time 
Last week 

2- ^ weeks ago , ^ ^ ^ a\ 

(not a s K e a; 

1-3 months ago 

3- 12 months ago 
Unspecified 
Total 









c 


128 


5 


I6<f 


7 


177 


7 


173 


7 


218 


.9 


255 


10 




15 


'^73 


19 




6 




Too 


119 


55C 


808 


33 


756 


31 


200 


8 


60 


2 


523 


21 


2^+66 


100 



August 1977 



July 1978 April 1979 



User Rssidsnos Patttms 
(postml sonse) 

L6S 27^^ 21* 

L6T ^^33 3^^ 

L6V 180 Ik 

L&0 201 16 

L6X 89 7 

L6Y 111 8 

l6z 3 

Total ' loo 



392 
if78 

257 
251 
95 
112 

T525 



29 

16 

15 
6 

7 

3 

100 



388 

536 31 

263 15 

233 I'* 



110 

125 
50 



6 

7 
3 



1705 Iqo 



Changes in User 
residence patterns 

L6S 
L6T 
L6V 
L6W 
L6X 
L6y 
L6Z 
Total 



1978/1977 I979A 



+<*3?f 
+10 

+if3 
+25 
+ 7 

no change 
•H3 times 
+26?^ 



. IfC ' 



+12 
+ 2 

- 7 

+16 
+12 
+25 



+ 5% 



Users as a ^ of 
population 

L6S 


(1977 popn 
base) 

1.7% 


(1978 popn 
base) 

1.6?C 


l6T 


1.7 


1.7 


L6V 
l6W 


1.3 

(not available) ^^j^ 


1.3 
1-3. 


L6x 


1.0 


1.1 


L6Y 


1-3 




L6Z 


2.9 


1.3 


Total 


1.5 


1.5 



July 1978 April 1979 



Total Urban Population 

US 

l6V 
l6W 
L6X 
L6y 
L6Z 

Total urban 



(1977 popn 
basa) 



(1978 popn 
basa) 



22,776 


23.695 


28,452 


32»311 


19»72? 


20,367 


18,3*^9 


17.866 


9,276 


9,763 ' 




8,938 


It^fOO 


3.781 


lOSt^flf 


116, n5 



Changes in Urban Population 

LiSV 
L6W 
L6X 
L6Y 
L6Z 
Total 



1978/1977 

+ 13.6 

+ 3.2 

- 2.7 

+ 5.3 
+ 6.0 

+170.1 



7.7 
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V. COMPARATIVE AHAtlfSISt THE TWO BRAWCHBS 

' 

Analysis by library branch of the indicators of 
user activity and user satis faction, discussed in the 
previous chapters, has been deferred until now, on the 
premise that comparisons by branch were sufficiently 
important to library management to warrant particular 
treatment. 

While total users at the Chinguacousy Branch 
increased from the summer study to the spring one by 16 
per cent, from 1600 to 1850, the Four Corners Branch 
experienced a 1 per cent decline, from 838 to 830 users. 
This was also reflected in the proportion of on-site 
patrons using each branch. In the summer study, 36 
per cent of them went to the Four Comers Branch. In this 
spring's study, only 33 per cent did. 

Effective user hours at the Chinguacousy Branch 
were 59 user hours per library hour in the earlier study, 
6k in this one. The ratio at the Four Corners Branch 
increased from 30 user hours per library hour in the 
suittraer period to 31 in the spring. 

I * While total users and effective user hours at the 
Chinguacousy Branch increased from last summer, effective 
circulation per user declined from ^.9 itemt per user to 
4,6 Declines as well were recorded in the number of 
borrowers and in their quantity of borrowing. 

(;'/ 



SKLKCTED INDICATORS OP USER ACTIVITY. BY LIBRARY BRANCH 



^Total Users t± 



rt 



1 1 
n 



Borrowers 

, I t i I ! M 

I ! ! I : 



; I i 



4.x 



M I ' I I ! h 



: I y i 



, I ; ' ' i * r 
' ' : ! i 



i-H- 



-H- 



JUL ^ 



Tf !Tfi 1- 




isrrective 
User Hours** 



1^ 



directive Circulation u-^ qjj 
:j:j>er_ User** -"^ 



UJ-Bori'owers as — P-.4-u-Circulation per 
~^ a % of Users dldiiblZBcrrower h 1 



■frrt 



n 



till 
I ' 1 ! 



I , I 



a !3 E 



^but of Library 
Circulation 




• 1 



; I I : 



— r-l r 



1' ( 



1 



In Library l 
^Circulation 



In Library Circulation 




I I I I I 



T — as a 95 of Total 



Patrons Satisfied with Materials 



-^Patrons Satisfied with Help 



.BttmtS. 



t—j-j-r Patrons Wanting Materials- 
j_L.as a 9^ of Users** 




Patrons Asking for Help 
TrnZas B. % of Users** 



Only in-library use of materials increased* This 
was also the case at the Four Corners Branch, but there 
it doubled, compared to the more modest rise of 28 per 
cent at Chinguacousy. Thus, while Four Comers experienced 
declinas in the number of users, the number of borrowers 
and the quantity of outside circulation, effective 
circulation per user increased in the spring to items,' 
from ^.0 last summer, because of the sharp increase in 

« 

the use of materials on the premises* 

Overall, there was a slight rise in the proportion 
of patrons in each branch seeking library materials who 
expressed satisfaction with what they obtained. At 
Fou.* Corners, of those wanting materials in the summer 
study, 70 per cer^ said they were satisfied compared to 
76 per cent this .ring. At Chinguacousy, the proportion 
went from 7^ per cent to 77 per cent. 

The Four Comers Branch accounted for 35 pe*^ cent 
of total circulation of materials, including both ou\;side 
and in -library use, in the spring study. 

. This represented just over 2000 items compared to 
Chinguacousy' s 3700. In the 1978 summer study, Four 
Comers accounted for 31 per cent of total circulation, 
some 1800 items compared to Chinguacousy' s 4l60. 

By type of material used, there were some 
important variations between studies. The following table 

ERIC ^'"f 



shows Pour Corner's share of the total demand for items in the 
1978 Slimmer study and the 1979 spring onei 

Pour Comers Branch 

Summer Study " Spring Stu dy 





Items 


Share 


Items 


Shar^ 


Adult Fiction 


377 




230 


k5% 


Non fiction 


338 


33 


653 


kk 


Film 


17 


28 


11 


21 


ACUOJbQl OP vAjpo 


Zk 


16 


2k 


16 




361 




200 


27 


Non fiction 


.12if 


35 


166 


40 




11 

•I* «k 


15 


7 

f 


16 




8 


15 


9 


33 


PsLDerbacks 


429 


26 


510 


33 


PflmTihl pt f* iT_e 


1 


6 


21 


54 




\ XIU 


ULCl wCL / 


2 


0 


Foreign language 


(no 


data) 


25 


36 


Magazine 


31 


18 


98 


44 


Newspapers 


6 


32 


36 


53 


Government publications 




15 


0 


0 


Large print 


6 


2k 


k 


29 


Map 


0 


0 


2 


29 


Telephone book 


0 


0 


1 


33 


Reference 


27 


26 


50 


23 


Total 


I834 


31?^ 


2048 


35^ 



70 



\ The comparisons on the ^previous page reveal a 
number of important changes in Pour Comer's share of 
total circulation between the two periods under study. 
The paperback demand increased from 26 per cent of total 
paperback use to 33 per cent in the spring, that is, 400 . 
to 500 items. Four Corner's share of adult fiction 
use increased from 40 per cent last summer to 45 per 
cent this spring. There was an even greater percentage 
increase in the share of adult non-fiction used at Pour 
Corners, from 33 per cent in the summer to 44 per cent 
this spring. The share of juvenile non-fiction and records 
and tapes also rose. 

Four Corner's share of magazine and newspaper 
use showed the greatest percentage increases, the former 
from 18 to 44 per cent and the latter from 32 to 52 per 
cent of total use. 

Total requests for information remained relatively 
constant over the two periods, with about 18 per cent of 
them continuing to be directed to the Four Corners Branch 
and 82 per cent to the Chinguacousy Branch. Also, the 
proportion of reference versus directional requests 
increased at both branches, from 6? to 71 per cent at 
Chinguacousy and from 70 to 90 per cent at Four Corners. 

Increases were recorded at both branches in the 
average number per hour of public service staff helping 
patrons, from 2.7 to 3.1 staff at Four Corners and from 
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in 



■tt 



Total Requests : 
for Information- 



T 



r\T\ 



\ 1 



1+ 



T 



Reference 
Requests 



3: 



Off-site Requests; 
as a J{ of Total 



1^ 

ii iiit 

4^ 



TTT 



Mill! 

> I I < t 

i I * 



-1-4- 



4-r 



■ -»7 r 



Directional 
Requests -^FC CH 



-U. 



-t-r 



I D 



Reference Requests t 
as a ?5 of Total 




Sources Used for 
Reference Requests-L 

1 i I I ' i I ! 1 I i I ' i I 



Sources Used per 
Reference Request!: 



I ! ! i < 




m 



■1 ' < I 



Reference Requests 4 
Not Answered ^ 

TV. 1 - 



-i—f- 



1 I ' 



Public Service- 
Staff Helping 



Probability of 4-! — r-r- 
Immediate Help--t-- 



1 I 




Administrative Utilization- 
of Piiblic Service Staff 




6.0 to 6.7 staff w.t Chinguacousy. 

At the same time, the chances of immediate staff 
assistance decreased at both branches, from per cent 
to 35 per cent at Four Corners and 58 per cent to 
per cent at Chinguacousy. Administrative utilization of 
public service staff did not show similar patterns of 
change between the two branches. At Chinguacousy, only 
19 per cent of staff time was devoted to administrative 
activities in the 1978 summer study, but this increased, 
to 32 per cent in the 1979 spring study. At Four Comers, 
administrative time decreased from 39 per cent last summer 
to only 22 per cent this spring. 

Patron contacts with support staff increased at 
Four Comers from about 50 to about 85 while they decreased 
at Chinguacousy by 20 per cent to just over 100. 

While on-site users decreabed at the Four Corners 
Branch between the summer study day and this spring's, 
utilization of seating went up from 9 per cent to 1^ 
per cent. The increase at the Chinguacousy Branch was 
more modest, from 10 to 12 per cent. Meeting rooms had 
not been used at all on the summer study day but on the 
spring one they were used 12 per cent of the time at 
Four Corners and 18 per cent at Chinguacousy. 

Headphone use at Chinguacousy decreased from 5 
p.r cent last summer to 1 per cent this spring. At 
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-1 — -^Seating i H 



-Meeting Room 



■H-i'Preview Room 



I D 

FC CH 




: I 1 



1 ! I 



I I 1 



■ \ * ^ ^ 



I I 



71! 



4-1- 



irtlJ Reader UseT : i LU-i-Use 
TU ;:] i I I 1 I i I ! i ! I 1 ' 1 ffr^mrj 



Activity Centre 



: I I ! ! 

! : I I I 



I I I 



I I < 



-UL 



I ! 



;Pubiic 

Catalogue Use! 



-4- 



I t 



I I 



T-rr 



i i I I T 



I i I 



Union 



" — ^ 



TX;- Cawalogue Usei: 



Houses Use 




Pour Corntrst utilisation was tero for both studies. 
Ths Sims was trus for 16 mm film, projectors there # At 
Chinguaoousy, utilisation of this equipment improved 
from lero in the summer study to per cent in the 
spring one* 

Photocopier use showed dissimilar tjatterns 
between the two branches. At Four Comers, it increased 
from 9 per cent to 2? per cent, while at Chinguaoousy it 
dropped from 48 per cent to 18. ^ 

Public catalogue use was less than 1 per cent 
at both branches for the two studies. 

Turning to user characteristics, the ratio of 
males to females remained relatively constant for both 
branches in the 2 time periods. 

By occupation, homemakers at Four Comers 
increased from 89 to 124 and at Chinguaoousy from 170 
to 230, Preschoolers decreased at Four Comers from 78 
to 39 while at Chinguaoousy they increased from just 
over 100 to 141. Senior citizens and retired registered 
almost twice as many patrons at Four Comers as at 
Chir^uacousy in the spring study; the contrast was much 
less in the summer study although there were still more 
who chose Four Corners, to 36. 

The proportions of other occupational groups by branch 
were fairly constant for the two studies. The table on 
the following several pages identifies the wide variety 
of occupations held by library patrons of both branches. 
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Occupation 

Accountants and auditors 
Actors and actresses 
Advertising agents and salesmen 
Aircraft maintenance 
Airplane pilots and navigators 
Anibulance attendant/driver 
Architects 
Arti^ personnel 
Artists and art teachers 
Assemblers 
Athletes 
Auctioneers 
Authors 

Auto service station and parking attendants 

Babysitters 
Bakers 

Bank tellers 

Barbers 

Bartenders 

Blacksmiths 

Boatanen 

Bookbinders 

Bookkeepers 

Brakemen, railroad 

Brickmasons, stone masons and tile setters 

Bus drivers 

Businessman 

Buyers 

Cabinetmakers 
Carpenters 
Cartographer 
Cashiers 

Cement and concrete finishers 

Chambermaids 

Charwomen and cleaners 

Checkers . examiners and inspectors manufacturing 

Chemical technologist 

Chemists 

Child care worker 
Chiropractors 

Civil servant 

Clerks (office or sales) 

Clergymen 

Collect-ors, (Pull and occasional) 
College professors 
Compositors and typesetters 



Four 
Comers 

8 

1 

3 

1 



1 
2 



3 
1 



Chinquacousy 
11 



1 
2 



1 
1 



4 

19 



1 
2 
4 



1 
3 



1 

5 



3 
3 



5 
3 

8 
28 
3 
2 



Systwn 

19 

1 
1 
5 



2 
2 

5 



1 
4 



1 

8 
1 

3 
3 



6 
1 
3 
2 

12 
47 
3 
4 
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Oecutt>tion 

Conputttr prograrnners 
Conductors, bus and Btreatcar 
Condu'^tors, railroad 
ConsuXtanta 
Cooks 

ComctlonaX sarvlcaa of f Icar 
Counsallor 

Countar and fountain workars 
Cranemen, darrlck men and holstmen 
Credit man 
Customs raters 

Dancers and dancing teacjiers 

Decorators and window drfsssers 

Delivery men 

Demonstrators 

Dental technician 

Dentists 

Designers 

Dieticians and nutritionists 
Dispatchers 

Domestic employees (except housewives) 

Draftsmen 

Dressmakers 

Dyers 

Economist 
Editors 
Elected rep 
Electricians 

Electrotypers and stereotypers 

Elevator operators 

Engineers 

Engravers 

Estimator 

Excavatihg, grading and machinery operators 
Executive 

Extrusion operator 
Factory worker 

Farm and home management advisors 

Farm workers 

File clerks 

Fishermen 

Fitter (steel) 

Foremen 

Foresters and conservations 
Forgemen and hammermen 
Funeral directors 
Fumacemen 
Fxirriers 



Four 

Comars Chlnofuacousy Syst 



1 

1 

1 
1 
2 



2 
1 



8 



8 



4 

3 
1 
X 



1 
I 



2 
2 
4 

2 



25 



5 
3 
2 
1 
1 
1 
3 
1 



2 
4 

5 
2 



33 
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Oecumtlen 



Pour 



Chln^uacougy System 



6»xbsg« %K>x1ctti.*8 
OanSwMrs 
Oas'fitters 
61asl«rs 

6r«a«rs and portars, agricultural and manufacturing 
Grooacy dark 

Haixdrassar 
Raalth care aide 

Haat tr«aters, annealars and temperers 

Horticulturist 

Hospital 

Hous^eepers 

Inspectors, agricultural and manufacturing 
Instructors 

Insurance agents and adjusters 
Janitors 

Jewellers, watchmakers 
JTpumalist 

Keypunch operators 
Kitcihen workers 



1 
1 
5 



1 

1 



1 



1 
1 



1 
2 
9 



5 
1 



1 
1 



Labourer 
Laundry workers 
Lawyers and judges 
Librarian 
Lifeguard 

Linenien and servicemen, telephone , telegraph and power 1 

Lithographer 

Loans officer 

Locomotive engineers and firemen 

Loom operators 

Lumbermen 



Machinists 

Managers and superintendents-clerical 

Managers-professional 

Manufacturing systems specialist 

Marketing executive 

Marketing service rep 

Mathematicians 

Meat cutters 

Mechanics and repairmen 

Messengers and office boys 

Midwives 

Millers 

Millwrights 

Mine workers 

Mortgage broker 

Motion picture projectionists 

Motormen 

Musicians and music teachers 



1 
1 



1 
2 



3 


8 


11 


4 


14 


18 


3 


5 


8 


1 




1 


2 


9 


11 




1 


1 


4 


11 


15 




1 


1 




1 


1 




1 


1 
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Nfttuetl seicntitts 
li«wp«P«r Mportwr 
MuelMT Ailing iMicihln«s ' 
NursM 

Off lot iMdhinft operators 
Optmtlons planiMT 

OptoRtfttrlstai 
OstAopaths 

Padeers and wrappers 
Painters 

Personnel and labor relations workers 

Pharmacists 

Photographers 

Photographic process workers 
Physicians 

Plant operator * 
Plinriber 

Postal employees 
Power station operators 
Press operator 
Printer 

Protective service workers 
Fireman 
Guards 
Policemen 
Watchmen 

Public relations and publicity writers 
Purchasing agents 

Radifo Operators 

Real estsjte agents and brokers -\ 

Receiver 

Receptionists 

Recreation and group workers 

Regional planner 

Religious workers 

Reporters 

Researchers 

Roofer 

Sailors 
Salespersons 
Sayers 
Secretaries 
.Self-employed 
Sewers 

Sheet Metal Worker 

Shipping and leceiveing clerks 

Social scientists 

Social worker 

Spinners 

Sports instructors and officials 
Stenographers 

Stock and bond salespersons 



Four 

Comers Chinquaeousy System 



1 
5 



1 
1 



2 
2 

1 



1 
2 



1 
1 



1 
8 



3 

3 

1 
1 
4 



3 
1 
7 



4 

2 
1 



2 
13 



3 
1 
4 

2 
1 
4 



3 
3 
9 
1 



4 
1 

5 

1 



3 


14 


17 


11 


25 


36 


1 


3 


4 




1 


1 


1 


3 


4 


2 


1 


3 



1 
1 



V 




Pour 

Oecuotion Corneri Chinqua«>"«y 



1 3 
1 



5 8 



\Sup«rylsor^X«rlcal 
luptrvisor^IMeofMsioml ^ 

itoiw analysts ^ 

Tak drivars and thauffeurs < ^ 

Taa^tihars *5 

Tcdtnlclans * ^ 

Leal and dental T 
Lectronlc 



1 4 



and physical sciences 2 2 

TelesSajph operators ^ ./ 

Telephone operators ' 
Therapists . . ' 

Ticket station and express agents . : 4 3 

Tlmakeeber 0 5 

Tool 9x4 maker ^ . 

Transportation 

Traffic analyst ' 
Travel cdunsellor * ^ 

Truck and tractor drivers and helpers 3 5 

Typesetter 
Typists ^ 

t 

Upholsterer 
Urban planner 
Ushers 

Veterinarianlp 

Waitresses 
Warehousemen 
Weavers * 
Weigher 

Welders and flame cutters ^ 



1 4 

2 1 



1 1 
1 1 



Writer 



2 



with regard to full tlan students, there were 
declines from the sunner study, at Chinguacousy and Four 
Coiwrs in the number of elementary, SQjQior public and 
university students while high school students at 
both branches increased this spring* The change at 
Four Coiners was very slight, from 117 to 129 students, 
but at Chinguacousy it was steep, from about 150 to 
over 260. The number ^f con^munity college stutjijsnts 
increased modestly at both branches. 

Part time community college students also 
increased somewhat at both branches, but. overall the 
number of part time students at all levels decreased 
in this spring's study at both branches. 

By time spent on site, 18 per cent of the Four 
Comers patrons in the summer study stayed less than 
15 minutes. In the spring study it was 2^ per cent. 
At Chinguacousy, 22 per cent, over 300 patrons, stayed 
less than 15 minutes last summer. This spring it was 
31 per cent, over 500 patrons; ^ At" the other extreme, 
the proportion of Four Corners patrons who stayed more 
than an hour rose from 38, or 5 per cent, last summer 
to 60, 7 per cent, this spring. At Chinguacousy, the 
proportion remained constant. 111 patrons in the summer 
study and 135 in the spring one. 



^ A comparison of user residential patterns for the 
two study period^ sho^s that the Chinguacousy Branch 
consistently, drew just under 30 per cent of library 
patrons living west of Heart Lake Road, roughly 200 out 
of 755 last summer and about 780 this spring. 

By postal ar^a, the Four Corners Branch drew 
less patrons in the spring study in zones L6s and L6W 
bxrt more patrons in zones L6x and L6Y, The Chinguacousy 
Branch drew less patrons in l6X but more in l6T and L6Z. 

The following table shews the changes in patron 
residential patterns between the two study dayst 





. Four 


Corn'^rs 


Branch 


Chinguacousy 


Branch 




1228 




1979/1978 


1978 


1279 


1979/1978 


L6S 


15 


2 


- m 


377 


386 


+ 3f^ 


L6T 


10 


9 


- 1 


i*68 


527 


+ 13 


l6V 


161 


163 


+ 1 


96 


100 


^ k 


l6w 


196 


17^ 


- 11 


55 


59 


+ 7 


l6x 


7^ 


95 


+ 28 


21 • 


15 


- 29 


l6Y 


9^ 


105 


+ 12 


18 


20 


+ 11 


l6z 


20 


18 


- 10 


20 


32 


+ 60 


Total 


570 


566 


- 1?J 


1055 


1139 


f 8^ 



The maps on the next page illustrate the changes 
between the 2 studies, by branch. 
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The map below syinmarizes in broad visual terms 
the net change in each postal area, the 1979 spring study 
day compared to the 1978 summer one. 
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Branch Visited^ by Host Urban Residents 
(spring 1979) 

Postal Cod^ street Location Pour Comers C3iinguacousy System 

(6 digits) ____ - — • 



1) L6V lAl R.R.#2, Brampton 



2) L6T 2E6 



7 6 13 



121-228 Fleetwood Cr* - 12 12 



12 12 



3) L6T 3X5 18 Knightsbridge Rd. 

4) L6T 3L9 15 Eafstbourne Dr. - H }^ 

5) L6T 3X3 3 Knightsbridge Rd. - 11 



Turning to non-resident users in the spring study, 
a total of 59 patrons from Caledon used the Brampton library 
system. Three -quarters of them, 44, went to Chinguaccusy. 

There were 29 residents from Mississauga, over 80 
per cent of whom went to-Chinguacousy, 

Nineteen Georgetown residents and 5 Norval residents 
used the Brampton system, of whom 60 per cent and 33 per cent, 
respectively, chose the Chinguacousy Branch. 

Overall, of known non-resident users, just over 200 
visited the Brampton libraries on the spring study day. 
Approximately 7 out of 10 went to Chinguacousy, 3 out of 10 
to Four Corners. 
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Municipality 



Pour Comers 



Chinguacousy 



System Total 



Caledon 



- Albion 

- Bolton 

- Caledon East 
• Inglevfood 

- Palgrave 

- Bel fountain 

- Caledon Village 

- Grand Valley 

- Cheltenham 



1 
4 



2 
1 
2 



5 

13 
12 



1 
7 
1 
4 



5 
14 
16 

1 



6 ' 
9 
2 
6 



Total 

Mississauga 

- Mai ton 



15 



44 



59 



- Mississauga 

- Clarkson 

- Streetsville 

- Total 



2 
5 



10 

5 
3 

24 



13 
5 
5 

29 



Georgetovm 
Nerval 
Oaicville 
Metro Toronto 



7 
3 
3 
3 



12 
2 
3 

14 



19 
5 
6 

17 



Other 



23 



56 



79 



TOTAL 



59 



155 



214 



ERIC 



The graphs on the following several pages show 1978 
svuiuner and 1979 spring study day patterns of selected user 
activities, by time of dayt by branch. Comparisons show 
that outside circulation at Four Corners tended to fall off 
in the evening in both study periods, but thei^ vas a much 
sharper surge of activity in terms of patron arrivals and 
borrowing between ? p»m. and* 8 p.m. in the spring. Also, 
in-library use of materials at both branches continued to 
rise right up to closing time, in contrast to the relatively 
uniform pattern which characterized both branches in the 
summer study. 

Patron requests for infonnation stayed at a higher 
level throughout the day at Chinguacousy in the spring 
study, while the pattern at Four Comers was fai;*ly similar 
to the summer one, with a slight increase between 6 p.m. and 
7 p.m. 

Public service staff assisting patrons showed a much 
less uniform pattern at both branches in the spring study 
compared to the earlier one. As well, the probability of 
immediate staff help was much more uneven xhis spring, ranging 
from 0 to 80 per cent at Four Corners and 1^ to 78 per cent at 
Chinguacousy. These data should be analyzed by individual 
department as well, to get a more detailed perspective on 
staffing and patron service relationships. 
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POUR CQRNgRS BRANCH 
SELECTED INPiqATQRS OF S PRIKG LIBRARY ACTIVITY 



Time 



10 
11 
12 
1 
2 
3 

• 5 
6 

7 
8 

Total 



Users Bors Out 
on circ 
site 



51 
if9 

64 

53 
81 

71 
82 
138 



24 

26 
28 
41 
22 
34 
42 



25 



30 



93 



In 

lib 

circ 



Eff Info Card Seat Staff 
circ reqs cat use** helping 



per 
user* 



use 



users** 




.4 (^2?) 




810 402 1517 531 



140 



Hourly 
average 



74 



37 



138 



48 4.5 13 



14 



♦ Formula = circ/borrower + in lib c ire/user 

Hourly random counts on the half hour 
**♦ Including 18 requests between 9 and 10 a.m. 

^^^^^^ Peak frequency 
Low frequency 
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CMIWQUACOUSY BRANCH 
SELECTED IND TCA'PORS OP SPRING I^IBRARY ACTIVITY 



Time 


Users 
site 


Bors 


Out 


In 

lib 

circ 


Eff 
circ 
per 
user* 


Info 
reos 






























1 Of\ 

1 /U 


* 




24 


4x2 


19^ 


1 1 


Or 


38 


1-07 






55 


1 o 




34 


144 

/ 


32 


4.6 


39 


1 


100 

JL V V 


37 


132 


47 


4.1 








39 


161 


65 


4.6 


70 




02 


39 


158 


63 


4.8 


63 




146 


6f 




78 


4.3 


69 


5 


173 


66 


289 


77 


4.8 


38 


6 


2^ 


78 




103 


4.7 


65 


7 


(325) 


U55J 


^605) 




4.2 


71 


8 


118 


111 


479 


d) 


1 5.6 


60 


Total 


1655 


705 


2911 


802 




651 


Hourly 
average 


150 


6k 


265 


73 


4.6 


59 



Card Seat Staff 
cat use** helping 
use** users** 




29 



O 



8 
4 
8 

7 
10 

6 
5 

(b 



♦ Formula - circ /borrower + in lib c ire/user 

*♦ Hourly random counts on the half hour 

**♦ Including 18 requests between 9 and 10 a.m. 



Peak frequency 



Low frequency 
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yOUR OORWSRS AND CHINQUACOUSY BRANOHSS t 
SELECTED INDICATORS OF USER ACTIVITY ' j 
PROM THE SPRIl'fG AND SUMMER STUDIES 



.Tu]v 1978 

FC ' 



April 1979 

FC 



CH 



Total Users ♦* 838 

Users on site 823 

Effective User "Hours* JO/lib hr 

Effective Ciiculation 

per User* ^^O items 

Borrowers ^30 

- as a 9S of Users* 52^ 

Circulation 

per Borrower 3*7 items 

Circulation of Materials 



1588 

59/lil) hr 
items 

782 
5^ • 



83P IBk? 
810 1655 • 

4 

31/lib hr 6Vl,i^ hr 
4.5 items ^.6 items 



^02 
50^ 



* On site only 
«*respondents only 



705 
43^ 



4,5 items 3.8 items 4,1 items 



- Outside ' 


1573 




3532 




1517 




2911 




- In 


261 




628 




531 




802 




- Total 


183^ 




4160 




2048 




2713 




In Library as a 
% of Total 






1595 




269^ 




22% 




Patrons Wanting 
Materials 


689 




125^ 




524 




1065 




- as a J5 of Users 


849S 




07^ 




65% 




64^ 




Patrons vSatisfied 
with Materials 


















- yes 


483 


7095 


926 


7^ 


398 


76% 


821 


77% 


- no 


136 


20 


213 


17 


66 


8 


137 


13 


i 

- partly 


70 


10 

100^ 


115 


9 

100^ 


60 


1.6 
100% 


107 


10 
100^ 



0.5 



July 1978 . April 1979 

PC . ' CH EC CH 



Use of Materials I 



Adult Fiction 


377 


569 


230 


278 


Non fiction 


338 


689 


653 


845 


Film^ 


17 


43 


11 


42 


RecfdVffl tape 




126 


24 


129 


\ 1 

Juvenile FictipfT - 


361 


785 


200 


542 


Non fiction 


124 


226 


166 


248 


Film 


11 


64 


7 


37 


Recfd & tape 


a 


45 


9 


\ 18 


PaDerbacks 




1199 


510 


1036 


PamDhl e t file 


1 


15 


21 


18 


French language 


not 


available 


2 


20 


Foreijgn language 


not 


available 


24 


45 


Language learning 








2 


Magazines 


31 ' 


140 


98 


124 


Newsxsapers 


6 


13 


36 


68 


Government pubns 




23 




13 


Large print 


6 


19 


4 


12 


Business/law 




19 




14 


Map 






2 


:? 


Telephone book 




5 


1 


2 


Purple circle 




16 




22 


Parents collection 




4 






Microfilm & microcard 


20 




20 


Videotape 




♦ 




1 


Reference 


27 


75 


50 


167 


Local history 


not 


available 




5 


Other 




4 






Total 


1834 


4160 


2048 


3713 
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April 1979 



PC 



Patrons Asking 

for Assistance 19o 

- as a ?C of Users* 2^*^ 

Patrons Satisfied 



yes 
no 

partly 



CH 



331 
23?t 



not available 



PC 



197 

150 7696 

2^ 12 
23 12 

100?5 



CH 



k30 
21% 

351 82^ 
41 10 
38 8 

100?{ 



Total Requests 
for Assistance 

- off site 

- off site as a 
^ of total 

Type of Requests 

- directional 

- reference 



139 
15 

11?^ . 

42 30^ 
97 _70 

H 



613 
152 

25?^ 

217 3395 
396 67 
100?5 



140 
20 

14?5 



651 
192 

29^ 



14 lOfo 161 29% 
126 90 490 71 



1009^ 



100% 



Reference Requests 
not Answered 

- as a ?5 of 
re fere nee 

Total Sources Used 
for Reference 

- per Reference 
Request 



not available 



150 
1.5 



Patron Contacts with 
- Support Staff 4? 



555 
1.4 

133 



- Switchboard 



not available 



10 
8% 
245 
1.9 

89 
157 



640 
1.4 

106 
222 
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Julv 1978 



April 1979 



FC 



Public Service Staff 



•CH 



- assisting patrons 


3/hr 


6/hr 


- available for help 


5/hr 


iVhr 


- assigned for work 




18/hr 


Probability of 
Immediate Help 






Administrative Use of 
Public Service Staff 






Utilization oft (Users) 


(Users) 


Seating 92 9?^ 


266 10% 


Meeting Rooms 

(uses) 0 0 


0 0 


Activity Centres 
(uses) < 


D 0 


0 0 


Headphones < 


0 0 


13 5 


Photocopiers 


1 9 


9 48 


I6mm Film ProjectcrsO 0 


0 0 


Public Card Catalogues not 


available 


Children's Houses 


1 5 





FC' 



CH 



3/hr 7/hr 
5/hr 12/hr 
6/hr 15 Air 



35^ 
22^ 



32^ 



(Users) (Users) 
158 1^ 315 17% 



0 

3 
0 
24 
1 



12 



0 

27 
0 

0.8 

9 



2 18 

2 18 

7 1 

4 18 

3 14 
20 

5 23 



BPL Card Holders 6l6 

- as a ^ of 

Branch Patrons 75% 



1057 
7^ 



619 
76% 



1143 
69% 
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V. COMPARATIVE ANALYSIS! OTHER LIBRARIES 



Few pul3lic libraries of comparable size to the City of 
Brampton system appear to have undertaken Performance 
Measures, certainly as far as the professional literature 
indicate s» Even amor« those which have done so, findings 
are very often incompatible because of differences in 
methodologies and interpretations, differences ?n the 
classification of items (for example, paperbacks are a 
m? jor type of material in the Brampton system but elsewhere 
are merged into fiction and non- fiction or adult and 
juvenile categories; another example is the grouping of 
school grades, which varies widely from one jurisdiction 
to another), or differences in the presentation of the 
findings (collapsing time periods from hourly distributions 
of data to, say, mornir^, afternoon and evening figures). 

Also, almost no libraries, regardless of institutional 
type, have incorporated performance measurement into 
their management operations, according to an analysis of 
annual reports undertaken by Knightly (1979). There has 
been a tremendous amount of discussion, exhortation and 
rhetoric, but very little action. 

Consequently, there are few comparable studies, and 
few comparable indicators of library activity and library 
performance. The three presented on the following pages 
are« Dthe Illinois study, in 1975. of a sample of 66 
public libraries; 2) the Hennepin County study, in 1978; and 
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the original Performance Measures feasibility study, in 
1971 and 1972, of a sample of 20 libraries. 

Only the findings concerning libraries of 
comparable size to Brampton have been recorded here. In 
the case of the Illinois study, there were 14 such 
libraries (1973-74 operating expenditures of $300,000 
and oveir, serving api)roximate ly 50,000 or more population). 
In the case of the Hennepin County study, the findings, 
are generally limited to those regarding the .nain resource 
library. In the case of the Performance Measures feasibility 
study, only the large libraries were compared, those with 
budgets in 1968 cf $750,000 to $3-5 million dollars, and 
the advantage of using these data is that the range of 
high and low scores was provided. 

Total users in the Brampton spring study exceeded 
those of other library studies by a considerable number. 
This is partly attributable to the fact that most other 
studies have restricted themselves to the central library 
of each system, rather than encompassing the entire system. 
This is a severe limitation in being able to describe the 
whole interaction of patrons and services in a municipal 

jurisdiction. 

Effective circulation per user in the Brampton 
spring study was 4.5 items compared to the Hennepin County 
ratio of 6.4 items. The latter study found that 43 per cent 
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of users borrowed materials while the Illinois average 
for large libraries was ^fl per cent and the range in the ' 
Performance Measures sample of large libraries was 20 to 
52 per cent. The Brampton proportion was 45 per cent. 

In-library use of materials was higher in the 
Hennepin County central libjs^ry, 44 per cent of total 
circulation, than in the Illinois libraries average of 
31 per cent and the Brampton results of 23 per cent. The 
comparable Performance Measures sample ranged from 25 
to just under 50 per cent. 

More than three-quarters of Hennepin County main 
library users wanted materials, while in the Brampton 
spring study only 64 per cent indicated they were seeking 
materials. In both studies, however, the proportion of 
satisfied patrons was the same, more than 3 out of 4, 

The proportion of patrons asking for staff 
assistance was also similar in these two studies, 30 
per cent in Hennepin County and 25 per cent in Brampton. 
It was 25 per cent as well in the Illinois libraries. The 
range of those satisfied was ^ess uniform, less than 3 out 
of 4 in the Illinois libraries ^and in the Performance 
Measures sample, 80 per cent in the Brampton spring 
study, and 95 per cent in the Hennepin County main library. 

In the Illinois libraries, 4l per cent of all 
information requests were classified as reference. In 

ERIC ^ 1 
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Performance Measures sample, the range was 29 to 50 per 
cent. The Brampton study far exceeded this level t 78 per 
cent of the inquiries in the spring study were reference 
requests. 

The failure rate for reference ^questions was 
very similar among those studies reporting, 1 to 3 
per cent in the Performance Measures sample and 2 per 
cent in the Illinois libraries and in Brampton. 

Utilization of seating was also fairly comparable. 
It was 10 per cent in the Illinois li^5««FI»Br\12 per cent 
in Brampton, and 1? per cent in the Hennepin County main 
library. Only the Illinois libraries reported photocopier 
utilization, 36 per cent. This was favourably higher than 
Brampton's at 21 per cent. 

With reference to general patron characteristics, 
Brampton recorded a lower proportion of full time students, 
36 per cent, than either the Illinois libraries with ^6 
per cent or Hennepin County with 41 per cent} but Brampton 
was within the range identified in the Performance Measures 
sample, 28 to ^5 per cent. 

Brampton's male-female ratio, ^5 per cent males, the 
Performance Measur^^_i:9rfige of ^3 to 66 per cent males, 
Illinois' 48 per cent males, and Hennepin County's 40 per 
cent males were all very similar. 

With regard to patron arrival patterns, both Brampton 
and Illinois registered higher evening use than indicated 



in the^ range of Performance Measures large liljrariest 
25 per cent and 31 per cent respectively compared to 
' a range of 9 xo 16 per cent. On the other hand, morning 
use at Brampton, 15 per cent, of all arrivals, was lower 
than either Illinois, with 21 per cent, or the libraries 
in the Perfonnance Measures sarapie, 17 to 27 per cent. 

By length of time spent on site, about 4 out of 
10 Illinois library patrons stayed less than 15 minutes, 
compared to 3 out of 10 at Brampton. In both studies, 
however, approximately the same proportion, 22 or 23 
per cent, spent half an hour or more on the premises. 
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COMPARISON QP KEY LIBRARY INDICATORS 



Illinois Hennepin PM Sample Brampton 
libraries County (spring) 



Total Users 

Effective Circulation 
per User 

Borrowers 

Borrowers as a 96 of 
Users 

Circulation of Materials 

- Outside 

- In library 

In library as a ^ of 
Total 



900* 



1500 



1350* 



375* 

11 00* 
500* 



6. iJ-. items 

650 455* 



^3% 
3150 



20-5295 



1200* 



25-50^ 



2658 

^•5 items 
1107 » 

1333 
239^ 
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Patrons Wanting Materials 

- as a 9^ of Users 

Pai-:ons Satisfied with 
Materials 

- yes 

- no 

- partly 

Patrons Asking for 
Assistance 

- as a 9^ of Users 

Patrons Satisfied with 
Assistance 

- yes 

- no 

• partly 



300* 
2395* 



7395 
8 
19 



1170 
789J 



7895 

10 

12 

i+50* 

3095 



95% 
2 
2 



7295 
8 
20 



1589 
649f 



7795 

13 
10 

628(on sitd 
259^ 



Q0% 

10 

10 



♦ Estimated by author from available data 
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Il^llnois Hennepin PM Sample Brampton 
libraries County (spring) 



Reference Questions 3^C>* 

- as a of Totar ^1% 

Reference Questions Not ■ 

Answered 2^ 



29-509^ 



616 



Utilization of Seating 10% 
Photocopier utilization 36% 



17% 



12% 

n% 



User Characteristics! 

- Pull time Students out 
of Total Users 

/ 



k6% 



- Males out of Tc^tal Users kQ% 

] 21% 



- Arrival Times 
10 
11 
12 
1 
2 

if 

7 
8 



] 23 
] 31 



i*l% 
i^0% 



ZQ"i^5% • 


36?{ 


43-66?5 






9?^ 


6-10 


6 


8-15 


5 


7-,13 


7 


7-11 


7 


9-13 . 


7 


7-13 


9 


7-10 


10 


5- 9 


15 


6-10 


19 


3- 6 


6 



Length of Library Stay 

Less than \ hour 39?^ 

hour 2^ 

hour 13 

_ - 1 hour 8 

i - 2 hours 12 

Over 2 hours 3 



2995 
32 
18 
\h 

7 
1 



ERIC 



♦ Estinated by author from available data 
♦♦Including ^-7% entering 9-10 a.m. 

/05 



•100- 



s 



VII. OPERATIONAL METHODOLOGYt VALIDITY, COSTS, IMPROVEMENTS 



s 



The success of Performance Measures is totally 
dependent on the methodology followed and on the staff's 
ability to interpret and apply it. In this regard, 
substantial refinements and adaptations to the Brampton 
situation have been made to the guidelines set cut in 
the Manu al, but fundamental concepts, of both a technical 
and philosophical nature, have been carefully adhered to 
throughout. Some of the refinem(2nts and adaptations 
will be discussed later in this chapter, with suggestions 
for further improvements still. 

One troublesome issue exists, however, in spite 
of the Manual 's otherwise comprehensive treatment of 
fundamental concepts. This issue is how to determine 

a "typical" day for the study. Certainly there are some 
more or less obvious precautions to follow such as 
ascertaining that no unusual community, or other, events 
are scheduled for the intended study day or that no 

holidays will immediately precede or follow it. Future 

experience may possibly shed further light on this 

problem. 

With regard to the April 10th study day, the 
outside circulation was somewhat lower than it had been 
on previous Tuesdays, particularly at the Chinguacousy 



ERIC 



Branch. The graph below shows the Tuesday circulation 
for each branch for the months of March through May of 
this year. 

Tuesday Outside Circulation 
f>v, March-May, 1979 

\^ — : — — ■ 




For Four Corners, the graph illustrates that outside 
circulation was higher than the April 10th study day»s 
on 5 other Tuesdays in the spring period and lower on ?. 
The average for all Tuesdays in this peri&d was 1^83, 
just Z per cent lower than the study day level of I5I6. 

For Chinguacousy, the graph illustrates that 
outside circulation was higher on 11 other Tuesdays and 
lower on 1 only. The average for all Tuesdays in this 
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period was 3181, some 11 per cent higher than the study 

day level of 2860 • 

Nonetheless, the study day circulation at both 
branches was higher than the average daily circulation 
in any of the spring months, as shown below • 

Pour Corners - Chinguacousy 

^ April 10th study duy 1516 2860 

March average daily 1175 2565 

April average daily 1182 2573 

May average daily 1129 2279 

While these comparisons 'v leave some ambiguity 
about how representative outside circulation was on the 
study day, this is only one of many different aspects of 
overall activity and library performance which can be 
monitored and analyzed far more systematically than before 
using the Performance M^sures methodology* Urceitainty 
about one component of \he study is thus offset by the 
wealth of new knowledge about so many others. 

One other suggestion is to compare the varioj^s 
study days in 1979 with average daily indicators for the 
whole year. This would give a better overall picture of 
how much the different study days veered from the typical 
annual average. 
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Another suggestion is to compare other knovm 
trends or patterns with the study day findings. For 
instance, residence patterns of 16 mm film borrowers 
for. the first quarter of 1979 and for the study day in 
April were as follows • 

All Borrowers Study Day Borrowers 

Jan r Mar 1979 • April 40 



Brampton 


681 


7^ 


18 


69^ 


Mississauga 


88 


10 


5 


19 


Caledon 


57 


6 

t 


« 


0 


Georgetown 


20 


2 


3 


12 


Nerval 


7 


* 1 




0 


Oakville 


V 


1 




0 


Toronto 


33 


k 




0 


Other 


23 


2 




0 


Total 


916 


100^ 


26 


100% 



This table shows that the residential patterns 
were quite similar with the exception of Caledon patrons 
who w«re atypical on the study day. 

The residence patterns of Information Brampton 
clients also show general sim.Viarity between the study 
day and the first 3 months of 1979. 1'he table on the 
following page illustrates this. 
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All Clients Study Day Clients 

Jan - Mar 1979 April 10 



Brampton 


1268 


65^ 


28 


76% 


Mississauga 


393 


20 


5 


13 


Caledon 




Z 




0 


Other 


• 252 


13 


k 


11 


Total ^ 


1957 


100^ 


37 


10095 



These and other comparisons, as they become 
available, will assist in evaluating the validity of 

study results. 

A different kind of consideration which can 
influence the validity of study results is the rate of 
non-response, particularly on the patron questionnaire. 
In the spring study, 5 per cent or about 150 patrons 
declined to participate. In last summer's study, it was 
3 per cent. In the Performance Measures feasibility 
study, it was indicated that only 2 per cent were 
non-respondents • 

However, the response rates to each question 
also varied dramatics lly. This was true for both the 
Brampton studies and the Performance Measures study. 
The least amount of participation was on the postal 
code question, only 7C per cent in the spring study 
and 80 per cent last summer. There were no differences 
between the branches. 
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On the question of male or female t ^ per cent 
did not respond in the spring study, and the same in last 
summer* s. The range of non-response in the Performance 
Measures feasibUity study was 2 to 7 per cent for this 
question* 

On the question of occupational status, 12 per 
cent in the spring study and 10 per cent in the summer 
one did not respond. The range of non-response in 
the feasibility study was from i per cent as high as 

37 per cent. 

Other r on-response rates for the spring and 
summer studies weret 17 per cent and 10 per cent 
respectively to the question "Did you ask for staff 
help today?**} 18 per cent and 1^ per cent respectively 
to the question of satisfaction with materials} Ik per 
cent and 9 per cent to the question of library membership. 
Only on the latter and only in the spring study was there 
more than 1 or 2 percentage points difference between 
the two branches— at Four Corners it was 10 per cent 
non-response and at Chinguacousy 16 per cent. 

To the question of frequency of library use, 
newly introduced in the spring study, 16 per cent did 
not respond. 

To the question of whether Chinguacousy patrons 
had visited the Art Gallery, 18 per cent did not respond. 



While some of these rates of non-response may 
seem high, they are directly related 'to the amount of 
time which the patron spent on the premises. In the 
spring study, 50 to 60 per cent of the noti-respondents 
stayed less than 15 minutes and another 20 per cent 
of them stayed 15 to 29 minutes. The summer study was 
similar* Excluding these 2 groups of non-respondents 
reduces the rate to 2 to 5 per cent of total patrons, 
and this seems like a reasonable approach. 

Reference was made earlier to the importance 
of the staff's ability to interpret and apply the 
methodology. In this regard, many refinements to the data 
gathering forms have been made during the past two 
years, and the instructions to staff have also been 
improved substantially. Further areas for attention 
are the followingi 
1. In-library use of materials 

Films being previewed were not counted on 3 of 
the hourly counts. GP Reference was counted as government 
publications but it should have been Reference. A best 
seller was counted as "Other." 

Staff making the hourly counts must follow the 
categories set out on the data gathering form very carefully 
and should ask the study coordinator how to record unclear 
items. 
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2. Outside circ\aation 

AY staff must distinguish more precisely their 
activities relating to outside borrowing on the study 
day, and those relating to bookings for future dates. 
The latter ar% information requests. The former are 
circulations. Materials returned oh the study day are 
not counted, just as print items returned are not recorded 
as part of the study. 

3. Outside circulation and in-library use of materials 

A new form has been devised which aggregates 
these data so that distributions by type of material 
and by branch are readily available for comparison. 

if. Equipment and facilities 

Hourly counts of equipment in use at the 
Chinguacousy Listening Centre were missed at least 3 
times, as indicated by in-library use of records and 
tapesj at 3.30 p.m., ^.30 P»m. and 8.30 p.m. 

Availability counts must be made by Department 

Heads in future studies. Some items were not properly 

inventoried. 

Also, equipment which circulates for outside 

use must not be counted here 

Equipment which charged, out, such as l6mm film 
projectors and talking book playback units, should be 
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recorded on a newly-devised form by the Department 
issuing it* 

5. Information Requests 

A flow chart has been devised to assist 
public service staff in understanding the distinctions 
between using a source to answer a reference question, 
making a referral, deteijnining that follow up is 
needed, and concluding that the question could not 
be answered, 

6. Contact form 

Besides the location of facilities and 
materials, support staff were most frequently asked 
about fines, renewals, loan periods, reserves, lost 
materials, number of books allowed out, and registration. 
Discussion before the next study should clarify whether 
new categories of questions might be devised to save 
the staff time in recording patron interactions? this 
would be an optional change only. 

7. Switchboard form 

Categories 7, •'Information,*' and 9» "Day Care 
facilities," should be deleted; the latter is not used 
and the former is quite ambiguous as a type of inquiry. 
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A category for "Reserves" could be substitated, 
based on the frequency of such inquiries. Also, why 
are Information Brampton calls noted separately? 

Both Switchboards should use a common time 
frame in which to record calls, for example opening to 
1 p.m., 1-5 p.m. and 5-9 or hourly counts. This 

and categories of inquiries should be discussed before 

« 

the next study. : 

« 

8. User Questionnaire 

Some concern about imposing on repeat patrons 
to fill out a second or subsequent questionnaire even, 
has prompted a revision in this procedure. In future 
studies, if a patron has already completed a questionnaire 
and mentions this upon re-entering, simply record this 
information, by hour, for the study coordinator. Also, 
if a patron exits only for a few minutes and is obviously 
returning for a further period of time, he could be allowed 
to retain his questionnaire until his final departure. 
It is apparent, as well, that if an individual comes into 
the library only to use the washroom or water fountain^ 
and does not enter the main part of the premises, he need 
' not be asked to complete a questionnaire. If there is 
some doubt, the door monitor should record the information 
himself, as far as possible, with an explanation as to 
why in a few words. 
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In this same regard, if. a patron leaves a 
questionnaire on library premises, any staff member 
seeing it should take it to the door monitor immediately, 
if their work assignment allows,, so that the door monitor 
can complete it with available information such as exit 
time* 

With reference to the questionnaire itself, ai 
number of problems with wording have been resolved. 
The first concerned the relationship between the two 
questions "Did you ask a staff member for help today?" 
and "Did you receive the library service you expected 
today?" In the previous format, as indicated in the 
Manual , these questions were entirely separate. If in 
the second question the word "service" were intended in 
a global sense, this separation would be entirely 
acceptable. If, however, "service" was meant in the 
sense, of staff assistance, then confusion would be 
evident in interpreting patron responses. In the 1978 
summer study, for example, of the I6OO patrons who said 
they were satisfied with their library service, only 
k63 had requested staff assistance.' Obviously, most 
patrons were interpreting the question in a global 
sense such as "Did you enjoy your library visit today?" 

In the 1979 spring study, the question format 
was revised with. a view to getting at patron evaluation 
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of staff assistance* Thust the sequence of quest ions 
was made into a logical onet so that only if a patron 
had asked for help, would he then go on to rate that 
help. This is a more satisfactory, and meaningful, 
arrangement. Staff -patron interaction is of crucial 
influence in detemining library success, because 
negative overtones here- would be quickly detrimental to 
the library's overall image and reputation as a public 
service institution. 
^ Another discrepancy in wording concerned the 

question "Did you obtain the library material you 
needed today?" In the previous format, there was no 
option for those who had not wanted any materials in 
the first place. Thus, the possible responses were 
expanded to include "Didn't want any" material. 

One other improvement was made to the spring 
questionnaire. The form used at the Four Corners Branch 
omitted the question "Did you visit the Art Gallery 
today?" in order to eliminate any ambiguity about which 
art gallery was intended. 

One matter for further consideration, before 
the next study, might be the advisability of changing 
the question on patron residence from postal code areas 
to municipal electoral wards* This would entail 
additional work for the door monitors and might result 
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a lower response rate at least to this question* If it 
is judged adequate for policy purposes to present 
residential patterns by postal code areas, then the 
present questionnaire is satisfactory. 

With regard to occupational categories, some 
consideration to adopting the Canadian taxonomic 
structure should be giveni however, there are 23 
major groupings in it rather than simply 3 as in the 
present Manua l, and certainly this would have to be 
collapsed to a maximum of 8 for computer input. 

The method by which to calculate effective 
user hours, that is, the number of hours spent by 
users per hour of library operation, has been clarified 
so that those staying less than 15 minutes would be 
counted as zero time. This had been the focus of some 
confusion previously. j 

i 

I.. 

9. Staffing 

Recommendations for staffing changes are as 

follows for future studies. Fall, winter and spring 

periods require additional staff for the in- library 

hourly counts, one person per floor for each of equipment 

and facilities counts, and materials counts, at the 

Chinguacousy Branch. At Four Comers, one person 
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per floor for both Jiypes of count is required. Also, the 
persons doing evening counts should be sc,heduled in for 

i 

^.30 p.m. so that they ckn make that hourly count along 
with the day person, in order to ensure consistency in 
approach. 

At Chinguacousy, an evening resource person 
should be appointed other than the libra rian-in-charge, - 
to trouble shoot, to be available in <iase of illness, 
and to take Pne hourly counts for all departments of 
public service staff utilization. 

At Four Comers, further discussions to resolve 
lobby congestion in connection with the user questionnaire 
should be held with appropriate staff and management, 
before further studies are conducted. 

At both branches, staff training could be made 
more efficient by holding workshops for supervisors only 
of staff using the contact and switchboard forms, who could 
then train the staff. 

Further investigation is required of the feasibility 
of using turnstile counts to ascertain t^^tal on-site users. 
At the present time there appear to be insufficient data 
to be conclusive. For example, in the spring study, 877 
patron questionnaires were distributed, but the turnstile 
count was only 783. At Chinguacousy, I736 questionnaires 
were distributed while the turnstile count was 1792. If 
some constant ratio between the two exists, it is not 
readily apparent. 



A final comment on methodology relates to an 
experimental measure introduced in the spring study, 
registration activity. It is recommended that both 
"branches adopt a common reporting format fot the next 
study, and .the results be evaluated at that time. In 
this spring's study, Chinguacousy recorded registrations 
by adult, youth and child, and by whether the action 
was for a new card, a lost one or a renewal. At Four 
Corners, only adult and child categories were indicated, 
with no division between even renewals and new. If 
registrations because of lost cards, really re-registrations, 
are not now part of the statistical reporting structure, 
this should be considered. On the spring study day, out 
of 79 transactions, one-quarter were because of lost 
cards while renewals accounted for 44 per cent and new 
registrations for the remaining 30 per cent. 

Turning now to staff time and estimated costs 
for the study this spring, almost 400 hours were spent 
by library staff and the author of this report on all 
phases, just over half of the total devoted to data 
analysis and report writing. A sun^Tiary of staff hours 
and the forms used for the spring study are included at 
the end of this chapter. Staff costs (1978 scale) were 
estimated to bei $66 for page hours j $360 for clerical 



ERIC 



hoursi $375 for technician hoursi and ^ZZk^ for librarian 
hours including the authori for a total of just over $3000. 

Together with computer costs in the neighbourhood 
of $800 and materials'^ costs under $50, estimated total 
costs for the spring study were therefore $3900. This 
should be compared to a recent calculation of the annual 
costs of compiling current public service statistics, 
$5200, and the benefits derived from each. 

Another perspective by which to evaluate such 
study costs is in relation to the annual budget i in 1979 
the spring library services study will represent less than 
two-tenths of one per cent of the budget estimate of 
$2.1 million, and in fact the out-of-pocket expenditure 
will be much less. 

Some alternative strategies for the future are 

as follows t 

1. Implement the study once more in the fall, probably 

late October or early November, including materials availability 

2. Institute all study components except the patron 
questionnaire every 3 or ^ months, with some provision 
for ascertaining the total arrivals by hour throughout 
the study period. 

3. Implement the full study once in 1980, probably in the 
winter, and continue with the quarterly surveys of 
use of materials, equipment, staff and patterns of 
information requests. 



LIBRARY SERVICSS STUDY 
• Staff Hours - Sxiinmary 



Study Component 




C1#»rir«1/tvninaL 


Library 
Tecnnician 


T A V%v* A t* ^ Jin 


Materials Availability 

i; Recently Published Books 










2, Title Availability Sample 










3. Periodical Availability 

t 










Profile of Library' Users 




50 




12,5 ■ 




22 


Use of Materials 

1, Out of library 
circulation 














2, In library circulation 


if 


21.5 










Equipment and Facilities 
Usage 


k 


3 




53.5 




202.5 


Public Service Personnel 
^ Utilization and Availability 












Patterns of Information 
Requests 












TOTAL 


28 




66 




22if,5 


ERIC 


' •> 







-117- 



LIBRAPY SERVICSS STUDY 

Staff Hours - Planning and Preparation 



Study Component 



Xtoterials AvailabiUty 

1, ' ilecently lr\iblished Books 



2« Title Availability Sample 



3. Periodical Availability 



Profile of Library' Users 



Use of Materials 

1. Out of library 
circulation 



2. In library circulation 



Equipment and Facilities 
Usage 



Public Service Personnel 
Ionization and Availability 



Patterns of Information 
Requests 
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Library 
Technician 



Librarian 



J 



11.5 



36.5 



1.1.5 



36.5 
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LIBRARy SERVICSS STUDY 

Staff Hourg - Study Day Activities 



Study Component 



teterials Availability 

1. Recently Published Books 

2, Title Availability Sample 



3. Periodical Availability 



Profile of Libx^ry Users 



Use of Materials 

1, Out of library 
•circulation 



2. In library circulation 



Equipment and Facilities 
Usage 



Public Service Perf^onnel 
Utilization and Availability 



Patterns of Information 
Requests 



TOTAL 
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20 



Library 
Technician 



Librarian 



28 



1 



24 



51 



11 



8 



11 



10 
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LIBRARy SERVICSS STUDY 

Staff Hours - Data Tabulation and Checking 



Study Component 




n irScfll/typina 


Library 
Technician 


Librarian 


I!aterials Availability 

1; Recently Published Books 










2. Title Availability Sample 










3. Periodical Availability 








♦ 


^. Profile of Library' Users 




6 


12.5 


20 


Use of Materials 

1. Out o£ library 
circulation 


• 


17.5 










2. In library circulation 














Equipment and Facilities 
Usage 












17 


Public Service Personnel 
Utilization end Availability 














Patterns of Information 
Requests 




23.5 








TC?rAL 






42. 5 


37 


• o 
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LIBRARy SERVIC2S STUPy 

Staff Hours - Analysis axid Report 



Study Component 

Materials Availability 

1. Recently Published Books 



2. Title Availability Sample 



3. Periodical Availability 



Profile of Library Users 



Use of Materials 

1. Out of library 
circulation 



2. In library circulation 



Equipment and Facilities 
Usage 



Public Service Personnel , 
Utilization and Availability 



Patterns of Information 
Requests 



TOTAL 



>ina 



Library 
Technician 



Librarian 



141 



Forms for 1979 Spring Study Day 
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ChlnauacQuav Branch 



Patterns "of information Requests 
-Audic Visual Services 
-Cultural Services 
•Information Centre 
T Information Services 

- Inter library Loans 
-Listening Centre 

Contact Form 

- In/out desk 

- Shelvers 

-Collections 

- Information Services/ 

Cultural Services 
Swi tchboard Forip 

Piih ^ic Service Per sonnel Utilization 
and Availability Form : Form 1 

E quipment & Facilities 
In libra ry. C^ircuLatoon 
yser Tick et 

Fou^^orner^^nch 

fyttuma of Infor mation R eoueslg 
-RAl Desk 

-2nd floor 

gnntact Form 

Switchboard Form 

piibl ic Service Person neJ. 

yti 1 .iz T^tion & Avai liability Form 

Equipment & Facilities 

In library Circulation 

TTKi^r Ticket 127 



Estimated 

15 
20 
15 
20 
10 
15 



25 



5 

2 
2 

1850 



12 

7 
4 



1 
2 
2 

900 



Actual 

17 

15 
6 
18 
10 



20 



5 

2 
2 

1736 



10 

5 
6 



1 
2 
2 

877 



(.■.» 
I: 

t • 

1 
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^ PATRON SURVEX, . (spring 1979) 

-.L.-.' r-ATTrov VI %/ Central Services ;j 

BRAMPWN PUBIJC LIEWJOf & AOT GAIIi^ ^* ^ ^ 



Al 



Staff . 
Use Only 



, kleroentary (K-6) 
'''^"Grades 7 & 8 : 1 
' High School 
* Conwunity College 
University : 
Post graduate 



Did you ask a staff member for hel£ today? 

• . ^- • • • . \ / E2 No 

El .Yes 

If YES. did you receive the help you wanted? 

«n M« P3 Partially 
n Yes r2 .No r4 , . 

If not, please explain under Comn^nts below 



Did you obtain the library material 

0^ l_Yes 02 „No G3 _ Partially 

Didn't %rant any 



G4 



If not, please explain under Cornments below 



Do YOU have a Brampton Public Library card? 

J2 No 

Jl Yes 



When did you last visit or phone this library? 

Kl Never ' — 

K2 t^st week — 

j3 2 to 4 we^s ago — 



1 to 3 months ago 
3 to 12 months ago 
Don't remember 



W Your Postal Code is 



CQMMSWrS? (Please use the other side tool) 



10.00 1 



15 



30 



4S 



11«00 



IS 



30 



30 11 



45 12 



,1.0013 



15 14 



45 16 



15 18 



30 19 



45 2C 



3.0 02 



15 22 



30 23 



45 24 



30 27 



15 30 



30 31 



45 32 



15 34 



30 35 



45 36 



15 38 



30 39^ 



45 40 



8.00 41 



15 42 



30 43 



45 
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AS YOU LEAVE LTBRMOr, H£ASE RETURN 
THANK YOU I 



PATRON SURVEY (spring 1979) 

BRAMPTON PUBUC UBRABY & AOT GALLBIQf V2 / Chinguacou«y 



Al 



Male 



A2 



Femal* 



orUPATXON (Specify) 

B4 . Homemaker 

B5 Senior citisen/retired 

B6 _ Preadhooler 

B7 Pull tiina student 



If you are now a STUDK^, please thedc l>elow: 



Elementary (K~>6) 
Grades 7 & 8 
High Sc^l 
Community College 
university 
Post graduate 

Old you ask a staff neniber for help 

El Yes E2 



today? 



No 



If YES, did you receive the help you wanted? 
PI yes P2 No P3 Partially 

If not, please explain under Conanents below 

Did you obtain the library tnaterial you wanted today? 

Gi Yes G2 No G3 Partially 

G4 ... Didn't want any 

If not, please explain under CoiwDents below 



Did you visit the library's Art Gallery today? 
HI Yes H2 No 



Do you have a Brampton Public Library card? 
Jl Yes J2 No 



When did you last visit or phone this library? 

K4 1 to 3 nwnths ago 

K5 3 to 12 months ago 

K6 Don't renvsmber 



Never 
Last week 
2 to 4 we^s ago 



Staff 
Use Only 

10.00 



Yoxir Postal Code is 



COMKSNTS? (Please use the other side tool) 



AS YOU LEAVE ISSRASCC, PLEASE RETUBN 
THANK YOUJ ^ g 



IS 



30 



4S 



11.00 
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^ VIII. UTILITY AND HE COMMBNDATIONS FOR THE FUTURE 

in the* course of the present analysis, it has 
become apparent that the really meaningful results from 
the studies hav^ come out of the seasonal comparisons, 
summer versus spring. For the time being, contrasts in 
seasonal patterns show the most promise .for management 
utility. Trends from year to year will become more 
relevant in the ^ture when at least two full years of 
studies are available for comparison. 

The utility of the library services study, as 
developed from the original' Performance Measures philosophy 
and methodology, ranges from general policy implications 
to very specific practical observations. Residential 
patterns of library patrons will shed light on whether 
or not the community perceives the overall library 
system structure, that is, a central resource serving 
the whole population with smaller outlets serving 
more generalized local needs, in the manner intended 
by Board and management. Does this concept work, from 
a community viewpoint? The evidence from the studies 
of both last summer and this spring- suggests that it 
is successful! a constant proportion of library users 
from west of Heart Lake Road, just under 30 per cent, 
opted for the Chinguacousy Branch rather than Four 
Corners even though the latter was physically closer to 
the majority of them. 



, A comparison of residential patterns of users 
also reveals low-use neighbourhoods and the policy issue 
is two»foldt Is library servioe accessible, to them 
compared to high-use areas? Anci how might demand there 
be stimulated, for example, through localized publicity? 

Another area of findings with many potential 
policy applications is occupational status. Both last 
summer and this spring, the largest user group by far 
was full time students. Do library objectives recognize 
this predominance and if sp, do library services and 
priorities reflect it? Taking into account, as well, 
that students were less satisfied with both materials 
and staff assistance than other groups, this may very 
well be regarded as a fruitful area for future policy 
review and accommodation. 

Clearly, overall and specific patron ratings 
are likely to become key indicators of management 
performance in the future, as a foundation of seasonal 
and longitudinal comparisons is built up. . 

There are practical applications, too, of 
the findings about patterns of utilization of equipment, 
facilities, public service staff, and library materials. 
Some implications relate to staffing levels and needs, 
selection priorities, and budget allocationsi for example 
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the microfilm readers and photocopiers were used more 
than other equipment and consequently their budgetary 
priority should be carefully scrutinized, as should 
that of low-use facilities such as tHe Listening Centres, 
Another example ,^^his in the ajrea of selection policy, 
is the consistently high demand for ^ paperbacks compared 
to all other information forms. 

General recommendations for the future aret 
1) to conluct more frequent samples of the use of 
materials, equipment, staff and types of requests j 
^ 2) to institute an annual survey of patrons commencing 

in 1980, rather than undertaking it 2 or 3 times per yoari 
3) to continue to review and discuss the findings from the 1978 
summer and 1979 spring studies for potential practical 
meaning! 

to conduct the full study some time this fall, 
including the tests of materials availability as modified 
by the author. 

There is no final, definitive set of practical 
ramifications for management decision-making from this 
and ether library services studies. The task of discovering 
practical utility is as much an ongoing process as is 
the whole self- study approach to evaluating output and 
accomplishment • 
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APPENDIX! 
HISTORICAL HIGHLIGHTS 



Pilot run of the Library Services Study 

Staff report completed, with recommendaiiions 
for future developments 

CORL Board funding of a computer program 
obtained, to be undertaken jointly by 
Brampton Public Library and Midwestern 
Regional Libii* ' System 

Presentations to staff and to, a CAPl/CLTA. 
workshop on Performance Measures in Edmonton, 
Alberta as part of the annual CLA conference 

Second run of the Library Services Study 

Computer program developed, tested and 
output reports received 

Second staff report completed, with plans 
for future refinements; and presentation to 
the Library Board 

Presentation to CORL chief librarians, and to 
an all-day p?anning workshop (with L. Bates) 

Pl^sentation to staff 

Third run of the Library Services Studyi 
presentation to CORL trustees 

Analysis and report completed; all-day 
management staff workshop 
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// 


3 


11 


4^ ! 








/ 


/o 


2 


< 






























U 


61 




/ 




/ 

r 


c 


































1 


1 












/ 

f 




























// 




? 


y/ 1 

1 / — 1 








J 










— fr# - 






f 














• 


SV 


/a 


3 


3 1 








































7 


2 


4 










3 








> 




/ 






















TO 


5 


/3 i 




i 








7 
















/ 
















« 


A? 




1 




X 




/4 






// 


/ 




















6Z 


/V 








1 




1 




5^ 








/ 




/ 
















/Ob 




e 


// 




1 




1 










f 




























/ao 


/ 




s 








7 


y 




3 


a 




















I0o9l 








3 


1 


5 


'to 






2 




1 


1 


S 

















Avi»riign circulations p^r borrower • 



2Jt. 



1m of 



Typ* of 



f^AM\^ Fiction 



Non fiction 



Film 



Four Comers Branch 
Percet 

I 



Record & Tape 



Juv Fiction 



Non fiction 



Film 
Record & Tape 



Paperback 



SJa. 



Chinguacouay Branch 



i 



S\ ..A 



Percent 



IL 



\ 0 I 



.X 



r 



Ai 



1 



Hi 



L 



12i. 



4S 
«* 




PI LISRARy' CBRCULATXONt 



ERLC 




Type of 
Material 



IH LIBRARY CIRCUlATIONt FORM I 



Adult FlcUoii 



Non fiction 



Film 



Record & Tape 



Jvxv Fiction 



Non fiction 



Filni 



.Record & Tape 



Paperback 



Pamphlet File 



French Language 



Foreign Language 



Language Learning 



Mffcazine 



Newspaper 



Government Pubn 



10 s 30 



Large ?r3 nt 



Business, "./aw 



Map 



Telephone Book 



Purple Circle 



Parents Collection 



Ut30 



j1 



Microfilm & Microcard 



Videotape 



_Referf>ncc 



I 



12!30 



1130 



3)30 



1 



42 



3!30 



4130 



12. 



2l 



3. 



Local History 



Other (specify) 



ERICyrA L ^ 



34 
TT 



1 



5:30 



6:30 



7S30 



8:30 



Total ^t»m« 



11 



1± 



:2l 



32 



a 



11 



I I IP 



U3k 



!lui Jxir 



2. 



:21 



Porceuc 



12l 



its: 



SI. 



Us. 



3^ 



Lb. 



lOO 



I N LIBRARY CIRCUUTION i FORM 1 

3:30 




ERIC 




IN LIBRARy CIRCULATION: FORM. I 




ERIC, 



I 

(km LiiMT^t 



IN LIBRARY CIRCULATION? FORM I 




w 



WCALLL^t 



00 



3 



1 



4 t> 



EQUIPMTSNT AND FACILITlSS t SUMMARY SllKST X 
(Indicate utilization factors) 



ERlCl 



* ^ 




Nam* of Library: 



4:1« 



EQUIPMENT AND FACILITIES { FORM II 



ERIC 



TV 



Union Catalog 



Card Catalog Drawers (Public) 



Magnifying Lens 



Children's Houses 



Preview Rr>om 



P5 



« 1 

Type of Equipment | 


No* 1 
Available | 


No* or 1 
Users 1 


Factor J 


1 1 
Table Seats 




azo\ 




Art Gallery 


Q 1 


am t 




*l<«jnge ^air», couches and Benches | 


103 1 






TOTAL SEATS 








Meeting Rooms (seating) 




<> 




■I — — ■ ' ^ 1 
Record Players | 








\ 1 

Cassette Recorders \ 


u, 1 






Headphones 


go 






Photocopiers 








Microfilm Readers and Reader Printers 


3 






Microcard Readers and Reader Printers 


1 


1 




♦ 

Film Projectors 






1 ^ 


Slide Projectors 








Videocorder 


1 

\. 


1 1 





Other (s 



peciry) ^ (rotf**<) 



1 V(i 



NaiM of Xilbraryt 



' 31 - 



4tX8 



EQUIPMEaff AND FACnifflBSs FORM II 



ERIC 




Hmm of Mbrary: p^** ^f^^f* 

J 



Floors 



EOUIPMSNT AND FACILITIES; FOm H 



1 


No. 


No. of 


utilization 


Type of Equipment 


Available | 


Users 


Factor 


Table Seats 






lb % 


Art Gallery ' I 




, SI 1 




Lounge Chairs, couches and Benches | 






i 


UrOTAL SEATS ' 








1 Meeting Rooms ^^J^J^^^^ 




1 56 




1. f . 







Record Players 



Cassette Recorders 
Headphones 



Photocopiers 



Microfilm Readers and Reader Printers 
Microcard Readers and Reader Printers 



Film Projectors 



Slide Projectors 



Videocorder 



TV 



Union Catalog 



Card Catalog Drawers. ( Public ; 



Maonifying Lens 



Children* s Houses 



n. 



I 



Preview Room 



Other (specify) Aj:>T j Ce^^f^ ^/fc.t^T 



30 



17S 



Hnm of Library: ^nffi 

TlOOKl ^ 

BQUIPMENJ AND FACILITIES: FORM ^ 



. 4:18 



ERIC 




24 



NaiM of Library: ^Ll^t^Mf .^i 



Ml 1% A U 1919 ^ 
4:18 



igQtrrPMEWr AMD FACILITIES; ^ FORM re 



ERIC 



• 1 

Type of Equipment | 


No. 
Available 


No. of 1 
Users 1 


Utilissation 1 
Factor 1 


Table Seats A 


1 M Wl 

M ■ 




,10 » , 


"Art Gallery . 1 




... r 




"Cbunge thairs, couches and benches 1 






__a 


TOTAL SEATS | 








Meeting KoortS ^seat^g) 


1 5 

1 


90 1 


«K i 

It 


Record Players 1 


1 






1 Cassette Recorders^ 1 








1 headphones ] 


4-3 




1 


1 Photocopiers | 




A 1 




1 Microfilm Readers and Reader Printers 






3.1 1 


Microcard Readers and Reader Printers 


1 


1 




1 % 

Film Projectors 








1 Slide Projectors 








1 Videocorder 


1 




1 1 


1 TV 


1 ^ 


1 


^ 1 


[Union Catalog 

JCard Catalog Drawers (Public) 




AO 

t 


/ t 


Marmifying Lens » 






1 1 


Children's Houses 








1 Preview Room (r^pmry 








Other (specify) Cro#^) 


L 




/.? J 


1 ~ m 









Name of Library: 
Floors / 



EQUIPMENT AND FACILITIES: FO RM II 



4:ie 



id 

ERIC 



1 

1 Type of Equipment 


No. 
Available 


No. of 1 
Users 1 


Utilization 
Factor 


Tjibl« Seat* 


(oi 


M 1 


7 % 


Art Gallery 


a 


^ 1 


b 


Loxinge diairs. Couches and ^ches 




TO 


1 to 


TOTAL SEATS 


/OS 






Meeting Rooms (seating) 








Record Players 


i 




sn 


Cassette Recorders 


a. 


A, 




Headphones 


41 


1 




Photocopiers 


1 






Microfilm Readers and Reader Printers 






L ... — 


Microcard Readers and Reader Printers 








Film Projectors 


1 

1 






Slide Projectors 






— — 


Videocorder 






1 > . ■ - — — 


TV 


1 


1 




Union Catalog 

Card Catalog Drawers (Puolic) 






J , ■ — 


1 

•annifying I>ens 


I 




J 


Children's Houses 








Preview Room 






\ IS 


— ~ . CiuZif^ 

Other (specify) fit^fivii^ C^f^^ ^ro»r*<i 




Z 










1 p 



name of Library: g.kiVjuae«Mfy ffuMk 

PloQr: 



EQUTPMEWT AND FACILITIES: FORM II 



4:18 



ERIC 




- - •••• EQUIPICW ANtf'FACrLITlSS t ^0'^^*^-' 
- • '(indicate numbor of persons using) 



1 V'.' 




?.icrocard Renciors and 
Reatior Printer 

Film Projectors 

Slide Projectors 

VidfiO corder 



Unio n Catalog 

'Caf3 Catalog Drawers (fU^j 

Magnifying bens 



Children' s Houses 
Preview Room ^yo^>^,-> 



other (Specify) ^b.frcs Cr^g^Q 



Type of Equipment 



• (Tndieate number of persons using; 



Table Seats 



Lounge ChRirr,, Couches 
and HAnehes 



1:30 1 2:30 1 3;3o' At30 



Meeting Rooms (seating) 



5i30{ 6 ?30i 7t30 | B:30 j TOTAtJ 

i« 1 ml n\ "-ri 



(ft ems) 



Record Players 



Cnss2tte Recorders 
Headphones 



Photocopiers- 



Microfilm Readers and. 
' Rfiado.r Printers 



Kicrocard Renders and 
Reader Printers 



Film Projectors 



Slide Projectors 



VidfiO cor der. 



TV 



Magnifying Lens 



Children's Houses 
Preview Room 
Activl +^ C'.nfrc 



j2. 



J2l 



ii 



1512. 



mo. 



33 



ERIC I > ■ S 



1 <^ f' 



W^mt of Libearyt fjj^i f"^^*^ Rmi^ 
Floor: I 



• '(Indicate number or persons using; 



Headphones 



Photocopiers- 



Microfilm Readers ana. 
' Rpador Printers 



Kicrocard Renders and 
Recdor Printers 



Film Projectors 



Slide Projector.*? 



TV 



Union Catalog , 

''tnr3 Catalog "Drawers (Publicj 




Magnifying Lens 



Children's Houses 



1 



Preview Room 



other (Specify) /tc^.W^/ ft^frc 



Wume of Ubtaryj 
Floor: 





EQtrCPMghff AND'-pACltlTlgSl fOm X 

(Indicate numtieg or peraoni using) 




Type of Equipment 



10: 301 11:30 



12:30 1 1:30 1 2?30> 3:30' A:30 



5:30' 6:30! 7:30 



8:30 ' TOTAL 



ERIC 




„Ya.ji^ w» i" »ic.tiiynii,Jiiuy— t-i'-'' •• tTnrile&ta .num ber of persons Osing? 

10:301 11:30 ) 12:30', 1:30 1 2:30 j 3:30 



T 



T 



Type of Equlpr^ent 



Table Seats 



1^ 



Lounge Ch?,J.rs, Couchec 
nnr\ Benches 




TOTAL SSATS 



.1 




5^ 



/l:30 



5:30 1 St30! 7:30 



8s 30 ' TOTAl ; 



Meeting Rooms (seating) 



8! 8.|_n 



1 



lO 



n 



Record Players 



Cnssette Recorders 



Headphones 



Photocopiers- 



JO. 



10. 



Microfilm Readers and. 
' Reader Printers 



Kicrocard Readers a 'ld 
R'sador Printers 



1 



rilm Projector: 



Slide Projectors 



VidfiQCo rder 
TV 




-4- 



Kagn; 



Children's Houses 



o 

ERIC 



Preview Room 



03 



ERIC 



>iame of Library: 
Floor; L 




1 



Type of Equipment 



10530 1 11:30 1 12:30 1 1:30 1 2:30'. 3:30 



Table Seats 



"Lounge Ch<Urr>, Couches 
nnrt Benches 



A:30 



5:30 ; 6:30 ; 7:30 



8:30 ' TOTAI. \ 



Meeting Rooms (stating) 



^ m i j' I 'I ■ I II I 



Record Players 



Photocopiers 



Microfilr Readers and. 
' Rpader Printers 



Microcard Renders and 
Render Printers 



Film Projectors 



Slide Projectors 



TV 



Magnifyino Lens 



Children's Houses 



Preview Room 
other (Specif) c<At>e 



V.'. 



JQQ. 



2l 



/ 9 / 



^ 



(iSSIcate numbor of persona using) 




Type of Equipment 



Table Seats 



10:30 1 11:30 



12:30 1:30 ; 2:301 3:30 



Lounge Chairs » Couches 
and Benchf2s . 



No, 



Meeting Rooms (seating) 



.1 



g i to 



4s30 



SfSOl StSOl 7i30 




Record Players 



Cassette Recorders 
Headphones 



81 30 ' TOTAl ; 



Photocopiers 



Microfilm Readers and. 
' Rec-\der Prlntprr} 




Kicrocard Rcacicrs and 
Reader Printers 



Film Projectors 



Slide Projectors 




Uni on Catalog 

n fd Catalog Drawers (P»bl.'c)_ 



Kignlfying Lens • 



Children's Houses 



Preview Room 



ERIC 



other (Specie) 



1- 1 ■) 



12i 



10 



ja 



la 



03 



Naiwi of Ubrary: Brampton Pub^^ T^iiirarv Ar Art Gallerv 



ruDUC mmcE pf?^^;^ vrr^^z^rjc^ and / vailability : ZORiini 

(Departmental or Branch Utilization and Availability) 



Name of Department or Branch 



Four Cornfrs Branch 



Chlnguacousy Branch 



Total Staff 



Assigned 



Available 



Assisting 



Assigned 



!e1 



Administrative 
Utiliasation 



50- 



1+ 



% 



_ Available Staff x 100% 
Administrative UUlization = 100% " Assigned Staff 



ERIC 



Prob. of Immediate Service = 100% - 



Assisting Staff x 100% 
Available Staff 



Probability of 
Immediate Service 



35* 



% 




Name of Ubrary: Four Comy^g Branch 



PUBLIC SERVICE PERSOffl^EL UTILIZATION AND AVAILABILITY: FORM III 
(Departmental or\ Branch Utilization and Availability) 



Name of Department or Branch 



Reference - Firet Floor 



Circulation - First Floor 



Reference - Second Floor 



TOTAL 



Total Staff 



Administrative 
Utilization 



Administrative UUlizaticn 
Er|c • ^ ''^ ®^ Immediate Service 



100% - 



Assigned 




Available 




Assisting 


\o 


Assigned 1 




Available 




Assisting 


* 


Assigned 




Available 




Assisting 


lb 


Assigned 




Available 




Assisting 




Available Staff x 100% 


" Assigned Staff 



100% - Assisting Staff x 100% 
Available Staff 



33 



% 



% 



Probability of 
Immed iate Service 



% 



2 M 



CO 



Name of Library: ^ij^^i^igriio^^^fy Wt^nwrK 



ERIC 



■ PUBLIC SERVICE PE RSpyKEL UTILIZATION AND AVAILABILITY: FORM III 



Administrative Utilization 
Prob. of Immediate Service 



100% - 



Available Staff x 100% 
Assigned Staff 



100% 



_ Assisting Staff x 100% 
Available Staff 



(Departmental or Branch Utilization and Availability) 




Name of Department or Branch 


Total Staff 


Administrative 
Utilization 


Probability of | 
Immediate Service 


• 


Assigned 




•4-1 * 




Circulation 


Available 




1 ^ ■ 


Assisting 


^ ft 

A\ 


Information Centre 


Assigned 


\ I 






Available 


\\ 


Assisting 


1 


Listening Centre 


Assigned 




OX % 


13 « 


Available 




Assisting 






Cultural Services 


Assigned 








Available 


n 




Assisting 


LL 


• • 



2 



03 



Ham of Library: n]^^wtfmieniifiiv Rrawnh 



ERIC 



PUBLIC SERVICE PERSOWJEL UTIU2ATI0N ANP AVAILABILITY; ZORM HI 
(Departmental or Br.^nch Utilization and Availability) 



Name of Department or Branch 



Information Services 



Audio Visual Services 



Information Brampton 



TOTAL 



Total Stz*ff 



Administrative 
Utiiissation 



Administrative Utilization 



Assigned 


M 1 


Available 




Assisting 




Assigned 




Available 




Assisting 




Assigned 




Available 


lo 


Assisting . 




Assigned 




Available 




Assisting 




Available Staff x 100% 
" Assigned Staff 



Prob. of Immediate Service 



2 ' 



100% - Assisting Staff x 100% 
Available Staff 



% 



Probability of 
Immediate Service 



^0 



Ah * 



10 



% 



% 



2i. ^ 



Knme of Library. Brampton Pu blic Librwrv ft, Art frflll ftrv ' 

Pmu^ SERV^ICE PERSONNEL UTILIZATION AND AVAILABILITY; FOm II 
(Hourly Utilization and Availability of "Public Service Personnel) 



• 

Name of Department 


10:30 


1 

ll:30i 

1 


1 

12:30| 


1 

1:30 


1 

2:30 


3:30 




5i30 1 


6 :30 






rOTAL 


Four Corners 


Administrative 
utilization 


mmm % 














— « 




3'4*l 


50* 




Branch r 


Probability '. 
of Imniediatc 
Service 








d u 










n 






35] 


Chinguacousy 
Branch 

i 


Administrative 
Utilization 




















A^ 


• 1 


30^ 


Probability 
or irruncQXou6 






AO 


1 O 


PV 






STB 


44) 








1 
I 


Administrative 
Utilization 


1 

1 

1 


1 

1 


















1 •! 


1 Probability 
j of Immediate 


: 1 
. i i 

1 

1 ! 
\ 1 — 1 




I- ' 






1 




1 
1 
1 




1 

1 

I 1 


1 


j Servicp 

1 Administrative 

i Utilization 

\ 
1 


' * i 

1 i 1 

1 




1 , 

1 


1 












1 


1 ■ ■ ■~\ 1 — 

1 Probability ! j ! | . 

1 of Immediate 1 i • 1 

1 1 ! 1 i 


i 




1 1 

1 1 
J ' 








1 


1 
1 


j Service : ■ : 

1 Administrative j i ^ \ ^ \ ^ j 
! Utilization j o( / , OU \Gi*T 

\ 1 1 1 




137 


'33 




30 


1 


' TOTAL 


Probability i ' ,,-| i /q 
of Immediate \^Q% \ 3fl (qX 

Service | | 1 { 






31' 


r 


' 3> 


11" 





ERIC 



Available Staff x 100^. 
Administrative Utilization « 100% - Assigned Staff 

■ ^ incri _ Assisting Staff x 100%. 
Prob, of Immediate Servj.ce - lOW 



Name of Library: F^uir fjo f^^t^ri. BrdhcK 

PUBLIC SERVICE PERSONKEL UTILIZATION AND AVAXUBILITY; FORM II 
(Hourly Utilization and Availability of -Public Service Personnel) 



• * 

Name of Department 


10:30 


11:30 


12:30j 


1 

1:30 


2:30 


3:30 


A:30 


1 

5:30 


6:30 


1 

7:30 1 


8:30 

I 


TOTAL 




Administrative 
Utilization % 


— 






33^ 
















• 


« • 


Probability ' 
Of immeoiav-c 
SsrvicG •^^ 






1 


1 ATN 








1 






i 




hut H"*^ 

1 

1 


Administrative 

UulXxZouxQn 






"^1 




SO 




i 






1 


^/ 




Probability 
of Immediate 
Service 
























1 




Administrative 
Utilization 




















1 1 






Probability 
of Immediate 
Service 


1 








lop 


100 




\00 






SO 




1 
1 


Administrativ ? 






\ — 


\ 
















1 

i 


Probability 
of Immediate 
Service 


' 1 

1 ' 

! i 


1 




1 


1 - ■ 








1 

I 

1 

1 


TOTAL 


Administrative 
Utilization 




i 


1 ^ 

1 




n 




1+ 


1 






1 


Probability 
of Immediate 
Service 


— % 


1 — «i SO' 

1 








1 


1 


I!! 


— % 




I 





ERIC 



Administrative UUlization - 100% - Assigned Staff 

^A/yy. - Assi stin ■ Staff X 100% 
<Prob. of Immediate Service - .00% Available Staff 



09 



V s 



y'^^imt of Library: (},\^^LUi^^i^^j Rf.3>^rk f i ^) 

PUBLIC SERVICE PERSONKEL UTILIZATION AND AVAII^' ' ^UTYs ISM 
(Hourly Utilization and Availability of -Public Service Personnel) 



Name of Department 


10:30 


1 

ll:30j 


12:30j 1:30 


2:30 


3:30 


4:30 


5i30 1 


6:30 


7:30 


8:30 


XVJl/lij 




Administrative 
Utilization 






so* i 


505^1; 






— % 








as* 






Probability 
of Immediate 
Service 














j 








V 1 






Administrative 
Utilization 






1 


! 






1 

i 






1 




Probability 
of Immediate 
Service 






•I. 


100 






1 








100 




■ 


Administrative 
Utilization 




1 


I 

t 

1 


STO 








_ 




WW 

I - 






Probability 
of Immediate 
Service 




loo 

J 




100 


J op 






100 

1 




1 


100 13 




Administrative 
Utilization 


1 


so 


50 






w 1 




1 










Prob.:\bility 
of Immediate 
Service 


1 




\ 

1 


1 




' 100 


50 






35" 


i 

1 


Administrative 
Utilization 


i (pO 1 CO 1 to 






,50 


I,(o0 


1 




I 


1 




Probability 
of Immediate 
Service 


■■1 ■ ) 

/oo i /oo 


1 

1 
1 


/OO 


5C 


^ 

\ ^ 


/oo - 


50 


1 — 


50 SO 



ERIC 



.nrw Avall'v able Staff x 100^ 
Administrative Utilization - 100% - X^g^ied Staff 

inrrt: - Agr.l sting Staff X 100% 
Prob, of Immediate Service « 100% Available Staff 



210 



Kiune of Library: | iy^j.AA^*.ttj Kr«»ArA / X fiiO' 



pmu^ g^innrF prrSQITOEL UTILIZATION m AVAILA BILITY;. FORM II 
(Hourly Utilizatipn and Availability of -Public Service Personnel) 



Name of Department 



TOTAL 



Administrative 
Utilization 



Probability 
of Immediate 
Service 



Administrative 
Utilization 



Probability 
of Immediate 
Service 



Probability 
of Immediate 
Service 




Administrative 
Utilization • 



Administrative 
Utilization 



Probability 
of Immediate 

S ervice 

Administrative 
Utilization 



Probability 
of Immediate 
Service 




Available Staff X 100% 



Administrative UUlization - 100% - Assigned Staff 

A«« • . - ^r\m Acn-<^^infl staff X 100% 

3 ^. 1 Prob. of Immediate Service - 100% 

ERIC 



212 



Kama of Ubrtryi R^t^i^fe^ R^Mt L^ry* 4><r fid//#ry 



PUBLIC SEmCE PERSONHEL mLIZATIOW AND AVAILABILITY: POJM I 

* 

(Kumbet o£ Public Service Personnel) 

J •• 



• 

Native of* Department or Branch 


10:30 


11:30 


12:30 


1:30 


2:30 


f3:30 


A:30 ^ 


'5:30 


6:30 


7 :30 




TOTAL 


* 


Assigned 












-X. 


1 


cr 










Available . 
























Assisting 




5" 






1 


3 


£* 


1 






* 

-X. 


•Sit. 


• 


Assigned 


n 






<%> 


AO 


-Cl- 


n 


J3-, 




,l"L 




Available 


II 


II 


10. 




f 




io 


.la. 










Assisting 






B 




1 


-10- 














• 


Assigned 


























Available 


























Assisting 




























Assigned 


























Available 





























Assisting 


























TOTAL 


Assigned 


^\ 




^0 










n 






al 


m 


Available 




llo 


\+ 






17 








Assisting 


lA 




\0 


41 -8 


13 








\ n 




108 



Assigned • Staff scheduled in for day including Depa|^:ment Head and/or Supervisor 
o 213 Available - Scheduled on desk (including bacJc up staff) ^ 
JC Assisting - Staff member interacting with patron at time of li^ library count 



Ktnt of Library: 



PUBLIC SERVICE gEKSOlTOEL UTILIZATION ANP AVAILABILITY t TORM I 
(Kumber of Public Servica Personnel) 




ERLCg 1 5 



Assigned - Staff scheduled In for day including Department Head and/or Supervisor 
Available - Scheduled on deslc (including back up staff) . . 
AssisUng - S^aff member interacting with patron at time of in library count . 



03 



Jm$!$% of Library: CKtwjia^g^Mrj Br^neK 0 •^ S) 

PUBLIC SERVICE PERSONNEL UTILIZATIpy AND AVAILABILITY;, PORM I 

• * 

(Kumber of Public Service Personnel) 



* • 

Name of* Department or Branch 


10:30 


11 {30 


12:30 


1:30 


2:30 


3:30 


4:30 


5:30 




7 : 3v 


ft • 


UVTAJLi 


Ctrealatien 


^Assigned 


4 








3 


.3 


3 










SB. 


Available . 




2. 


•2. 


1 




A. 


3 


« 1 








34 

W 


Assisting 




—L. 


(2.. 


-^ 


1 


-J- 


3 


1 








Centva 

! 


Assigned 




— *- 




1 


1 


— 


t 

1 . 


1 


1 

I 


1 

1 


1 


Available 


— 




— 


1 


1 


■ • 


1 


1 

1 


1 


t 

\ 


1 * 




.'.IS is ting 


— L 








• 




1 


1 










• 


Assigned 


_L 


' 






■ 














1*1 


Available 


I 


., 1 


__]_ 


1 






\ 






I 




_JL51 

1 

4 


Assisting 


1 


















1 






Assigned 








-iL- 


3 




1 






-3- 


3 


AT 


Available 






1 


i 
I 

! I 






1 










n 


Assisting 








1 


1 






1 1 X 


1 


1 




1 


Assigned 










Jia. 


(0 


S" 


\ 




9L. 






Avallabi.? 














\ 










Assisting 




1 




1 






\ 


! \ 


i2. 


1 


11 



Assigned - Staff scheduled in for day Including Department Head and/or Supervisor 
o Available - Scheduled on deslc (Including back up staff) 

ERJC l 7 Assisting - Staff member Interacting with patron at time of in library count 



PUBLIC SERVICE PERSONNEL UTILIZATION AND AVAIUBILITYt FORM I 
(Number of Public Service Personnel) 



Name of* Department or Branch 


10:30 


llt30 


12:30 


1:30 


2:30 


3:30 


/ « flA 

4:30 


3:30 


0 :3v 


7 :30 


Oe3U 


TOTAL 


Services 


Assigned 










1 


3 


,3 












Available 










3 


3 


1 












A39JU5 wXng 


i 

1 












1 


t 

» 1 






1 




JUlf»fMav#n 


A CI *( OT^ iai4 








1 


el 








At 








Avail ftuxe 


1 

1 




1 

1 


1 




A 








ja< 






Assisting 


1 




1 














• 




,,..-.3, 


• 


Assigned 


























Available 


























Assisting 




























Assigned 


























Available 




























Assisting 



























TOTAL 

• 


Assigned 


n 


n 


Ik 








11 








ill 


hi 


Available 


II 


II 


10 






I3L 






13 


Jit. 


IS" 


)3;l 


Assisting 










_1 


10 






1 1 




^1 


1? 



er|c 2 1 d 



Assigned - Staff scheduled in for day including Department Head and/or Supervisor 
Available - Scheduled on desk (including back up staff) 

Assisting - Staff member interacting with patron at time of in library count 



2ay 



Htm of Library t BrMBtan Public Librarir Art QallTV 

PAOTERHS SL INFOWMATION MSQUESTS t SlftWiy SHEET ZXI 



20 21 22 



Branch 


In Pttion 


Phone 


Mall 


Teleprinter 


Total 


OrganlMtien 


student 


Adult 


Youth 
(16 A under 


Othtr 
Branch/d«Pt 


other 
Outald 


lib. 
le BPL 






H 


p 


1 

M 


P 


N 


■ p 


M 


P 


N 




N 


p 


N 


p 


N 


p 


N 


P 


N 


P 


















• 


1 






■ 


■ 




■ 


■ 


■ 


■ 


■ 






fmuT Corntrs 








13 














« 




l!?!!HII»!!lwiP5FriK5RSl 






rwi UcQ 






in 


T 


IOC 




160 


iS\ 


90.1 




100 










1?. 


11 


























II 
























i 














































































































1 




























1 




















































































































































































iota:. 


1^ 




150 

* c 




1 

e 


f 


55 


h 


i 


i 


:l K 1 




n 


0 




130 


r 


15* 

• 


« 

t 


u 


V 



4^ 
O 



• « 

CD 



ERIC 



221 



222 



Mm* of Ubrtcyt Fwr Ctmtn Branoh 



9f^vw$ or mroBMATioH MQuesrf I siftunY SHEET m 





In fotion 


Phont 


Mail 


Teleprinter 


Total 


DrganlMtlon 


Sfcudtnfe 


Adult 


Youl 
(16 « 1 


bh 

under 


Othe 
Branch 


r 

/deot, 


Other 
Outsid 


llb« 
le BPL 


DmattwtAt 




f 


H 


7 




f 


N 


P 


M 


P 


N 


P 


N 


P 


N 


P 


N 


P 


H 


P 


N 


P 


or 
Branch 


















• 


1 

1 






I 


I 






■ 


■ 


■ 


■ 






Reftr^nee * Clro# 
• First Pl0#r 






















4 






• 

1 


Rfftranott A Giro* 


ill 


'ait 




lis 






t 




44 




1 




4 


10 


J2. 


AO 














• Sioond floor 


*tL 




■ w 


— LSL 














1 






















1 






































































1 


































































































































































TOTAL 




t 


c 


i ' 


t 


t 


9 


h 


CK) 

i 


j 


i » 


1 

1 


in 




60 

• 0 


1 






4 

• 


t 


u 


V 



vn 



223 



3i 



224 



55 



Nmm of Ubraryt Chlnguaoouay Brtnth 



PACTEWIS or IWrOIWATION REQUESrS t SmWt SHEW HI. 



Column Mo. 



5^ « 



t 9 



10 11 



12 13 14 15 16 17 19 W W 21 '2 



OcpartMnt 

ct 
Braneh 



Intarliin 



tltttidng Ctntr* 



In Pttton 



SO 



I 



22 



II 



Phont 



JSl 



Mail 



T«l«prlnk«r 



Cultvr»I Sirvloti 



Inf •xMttm Skrrlnt 



ISO as aoi isT 



Total 



OrganlMklcMt 



r2Q 



£1 



5b 



1 



SI 



n 



Sfcudtnt 



11 



SI 



31 



2£ 



Mult 



J. 



19. 



21 



31 



Youth 
(16 > und«r 



Ji 



i 



1 



i 



OUmt 
BTfi^dapt 



Other lib. 
Out«id« BPL 



i21 



16 



£1 



2a 



n 



TOTAL 



461 



^1 



k 1 



3X5 



111 

m 



220 



226 



SO 



^amft Of Library: Brmpton Pub lie LUrary A Art Qall»] 



PATTSMJS or INTOmTION RJEQUESTS i SUMMARY SHEET II 
(Whole Library or Library System) 

3 4 5 6 7 8 

T ype of Question 




iChineuacousy 



I b gl 



TOTAL TYPE 
OF 

INTOKMATIOH 



£ 



ERIC 



227 



Name of Library J Pour Conr^ra Branch 



Column 1^0 1 



?ATTE1U<S or INFOmTION MmSTS t SUMMARY' 6H_EET XI *• 
O^ole Library or Library System) 

5 6 7 a 9 10 




o 



■ .... ' I . • 



Column ItO t 



^ATTEWS or INTOIWATIOH REQUESTS « SUMKAKYS^^ 
(Whole Library cr Library System) 
\ 2 3 4 5 5 7 8 S 




er|c 



230 



231 



i .... • 



PATTERMS OF INFORMATION REQUESTS; SUMMARY SHEET I 
(Uholtt Library or System) 



H 



• 

Branch 


• 

Number of Questions By Hour 


Department 
or Branch 
. TOTAL 


9 


10 


u 


' 12 


1 


2 


3 


4 


5 


6 


7 


8 




No. 


X 


Four Corners 








9 


1 




IS" 




10 




\^ 






IHO 


la. 


Chlnsuaoousy 




lb 
















bS 






• 


bS) 




































• 


• 




































• 














• 




• 












9 




























































































































HOURLY 
TOTAL 


No. 














13 










1*^ 




r\\ 




X 




10 






1 ^ 


II 


10 


10 


b 


II 


II 


10 






100 



o 

ERIC 



232 



233 



FATTEKNS OF lyFOKMATIOK REQUESTS t SUMMARY SHEET I 
(Whole Library or System) 



. Department 

* • • 


* 

Kumber o£ Questions By Hour 


Depart 
or Bi 

. TO' 


STnent 
ranch 
CAL 


5 • 


10 


11 


9 

12 


1 


2 


3 




5 


6 


7 


8 




No. 


X 


Reference & Circ# 




5 


b 




5 


13 


11 




li 


\x 








Iw 


V 1 


Reference & Clre« 
- Second Floor 




1 








I 




1 


4 


1 A 
10 


b 


b 




H 


31 


ft 


: 
















• 


4 












t 














• 




























ft 














• 












r 








































• 




















• 














t 


















































HOURLY 
TOTAL . 


No, 




lo 


<3 




1 




IS 




10 














% 






io 




5 


10 


u 




1 




14- 


14- 






100 



235 



Ktat of Ubctty t Chinguaoousv Branch 



PATTERNS or INPORMATION RgQUESTSt SUMMARY SHEET I 
(Whole Library or System) 



. Department 
• 

* 


• 

Number of Questions By Hour • 


Department 
or Branch 
. TOTAL 


9 


10 


11 


' 12 


1 


2 


3 


4 


5 


6 


7 


8 




No. 




Inftrmatlon Centre 




1 




b 


2 






/O 


3 


b 




S 




51 




• 

Inter loan 




























SI 




Mstening Centre 




X 


4- 


1 


1 




z 


X 




3 




Z 




2b 




• 

Cultural Services 




lb 


5 




1 


b 


3 


10 


n 




31 


n 




14-? 


13 


Information Services 


3 




n 


1 


1 


10 


IS- 




10 










n't 


21 


Audio Visual Services 


11 




IH- 


\l 


<l 














w 








Information Brampton 








5" 




s 




3 












3b 


b 
















t 


















































HOURLY 
TOTAL . 


No. 


IIS 


% 


55 






10 




b^ 




b5 




bO 




bSl 




X 


3 




. 9 




1 


11 


10 


11 


b 


10 


II 








lOO 



236 f 



vmm ^ t.4K^>^» Brmpton PttHllo LUrarar h Art OftUary 



PATTERNS OF IKFORMATION REQUESTS ; FORM 111 

REFEaCSWCE QOESTIOWS 
(excluding directional) 



23is 



Sources Used' to Answer 


iSluniber 


" Percent 


Card uataioofue 




3a 


Reference Collection 


SO 




r^mil jif"lnn Collection 


3*? 3 


VV 


renooxCaX or iMewspapex^ oxiucA 


• 


/ 






3 


PAmohlet Pile 




3 


Government Ptflolic^tion 


It 


2 


Other Library SoUtt-ce (Specify) 


\^ 




Other Branch/Dept 


22. 


1 


Other Library (Outside BPL) 


'4 




Other Organization 


















Total 




100 




DISPOSITION OF REFERENCE QUESTIONS 


Number 


Percent 


Answered within this librairy 
Referred to other branch/department 
Referred elsewhere 
Follow up needed 
Not answered 








% 




s 


HS 




13 


a 


Total 


7*/3 


100 



ERIC 



Mm of Ubmtyi Fmir Cori^tirn Brf ^^'^^ 



PATTERNS OF IKTORMATl OW^REQUESTS t FORM IKC 
I^EFERBiag QUESTIOliS 

(•xeluding dirwctiooal) 



Sources U«ed to Answer 


Kumtier 


Percent 




1.V2 


39 


Reference Collection 




9 




. .,.71 — 1 


HO 


P6irioclxcal or M^wspapc^ jluqcx 


a 

J 


1 

f 


Ferloaicai or newspaper 




/ 

* 


PAmnhl^i: File 


13 


S 


Government Publication , 


1 




Other Library Source (Specify) 






other Branch/Dept 






Other Library (Outside BPL) 


1 


— — . — — - 


Other Organization 


















J Total 




100 




DISPOSITION OF REFLR'vNCE QUESTIONS 


Number 


Percent 


Answered within this library 
Referred to other branch/department 
Referred elsewhere 


1 si.+ 


no 


1 


7 




Sl 


Follow up needed 




IS 


Not answered 


f 0 


(o 


Total 





100 



ERIC 



PATTEKWS OF INFORHATIOH REQUESTS ; FORH 111. 

RETERaNCE QUESTIONS 
(excluding dLr«ctlonaX) 



i 

Sources Used to Ansver 


KumLer 


Percent 








Reference Collection 




1 1 


Clrculatina Collection 






pAv»4#^4r«Al N^wfioiimiir Index 


3 






1 


1 


Pamphlet File 


V 


1 1 


Government Publication 




1 


Other Library Source (Specify) 


i. 


1 


Other Branch/Dept 


3 




Othe>- Library (Outside BPL) 


1 


\ 


Other Organization 


















Total 


115 


100 




DISPOSITION OF REFERENCE QUESTIONS 


Number 


Percent 


Answered within this library 
Referred to other branch/department 
Referred elsewhere 
Follow up needed 
Not answered 




67 




7 








/7 




7 


Total 


1 30 


100 



240 



m of Lte«yt ypttr C»mtrt Brtahoh . i)«pMrtm«iti Rtftiiinot ik Oiro^^ 

• Second Floor. 

* 



PATTEKNS OF IKFORMAi'lOS REQUESTS ; FORM 111 
^ RETERENCg OOESTIONS 

(«xcl\idlng dUM^lonal) 



Sources Used to Answer 


Kuviber 


« 

Percent 




an 




Reference Collection 


\ 

i 


1 


Clrculatlna Cbllectlon 




22 


« 






P^r< or NewsDaDC^ 


1 

^ 


1 


' Pamohlet Pile 






Govemment Publication 




1 


Other Library Soxirce (Specify) 
Other Branch/Dept 


5- 


1 


. ^ ^/ 

Other Library (Outside BPL) 






Other (Organization 


















Total 


10 


100 




DISPOSITION OF REFERENCE QUESTIONS 


Number 


Percent 


Answered within this library 
Referred to other branch/department 
Referred elsewhere 
Follow up needed 
Not answered 


3a 














LO 


/ 




Total 


46 


100 



241 



PATTERNS OF IKFORMATJOi^ REQUESTS s TOW 111 
MgEREWCE qjESTIOWS 
(excluding directional) , _ 



Sources Used to Answer 


KuTTiber 


Percent 




9 gj \^_^ 




Reference C-^ Llection 


51 




Clrcv'^atlna Collection 










1 


• P^rlrtdical OT NeWSDaDCUT 






Pamphlet File 






Government Publication 


—Li 




Other Library Source (Specify) 


1 ^ 




Other Branch/Dept 






Other Library (Outside BPL) 


3 


y 


OfK**^ Or'aanizat Ion 


-^^1 ^ ^ 
















Total 

a 




100 








DISPOSITION OF REFERENCE QUESTIONS 


Ntmiber 


Percent 


Answered within this library 






Referred to other branch/department 


SJ 


/o 


Referred elsewhere 


31 


s 


Follow up needed 


f8 


v3- _ 


Not answered 


3 


/ 


Total 


^67 


100 



242 



PATTERNS OF IKTORMATION REQUESTS ; FbRM III 

REFERENCE QUESTIQtIS 
(excluding dlr«:tlooal) 



Sources Used to Answer 


IQuinber 


Percent 


— : — r 

/ 

Card Catalogue I 


s 

ri 


jii — \ — 


Reference Collection 






Circulating Collection 






Periodical or Newspaper Index 


• 

«* 




Periodical or Newspaper 




13 


Pamphlet File 


• 




Government Publication 


1 




Otner Lil&rary Jsource \opeciiy^ 
Other Branch/Dept 


J ^ ' '-j 

1 




Other Library (Outside BPL) 






Other Organization 


1 


n 












s 


Total 


15 


100 J 




DISPOSITION OF KSFEBENCE QUESTIONS 


Number 


Percent 


Answered within this library 
Referred to other branch/department 
Referred elsewhere 
Follow up needed 
Not answered 


lb 






33 










2 


? 


Total 




100 



ERJC ^ 



1 4, »i lit A V Iwf i 

\ OopurtMntt IntTloMfi 



• . 1 . 

PATTERKS OF IKFORMATIOW REQUE|STS ; FORM III 

RETEREWCE OOESTIOWS 
(excluding dirvctional) 



Sources Used to Answer 


Kumber 


Percent 




38 




Reference Collection 






Clrculatlna Coll€K:tion 


15* 








« 






• 


Pamphle*- File 






Govezmment Publication 






Other Library Source (Specify) 






Other Branch/Dept 


/ 




Other Library (Outside BPL) 






Other Organization 


















Total 




100 




DISPOSITION OF REFERENCE QUESTIONS 


Number 


Percent 


Answered witliin this library 
Referred to other branch/department 










Referred elsewhere 
Follow up needed 
Not answered 














Total 




100 



•er|c 



244 

I 



AfK 111 mi 5|W 
Department: Listening Centre 



PATTERNS OF IWFORMATIOW REQUESTS ; FORM III 
REFEHEUCE QUESTIOWS 
(excluding directional) 



Sources Used to Answer 


Number 


Percent 


Card Catalogue 


3 




Schwann's 




t 


Circulating Collection 


10 


11 


Other Library source ^apeciry; 






Other Branch/Dept 












Total 


1 3 


100 




DISPOSITION OF REFERENCE QUESTIONS 


Ntiniber 


Percent 


Answered within this library 
Referred to other branch/department 
Referred elsewhere 
Follow up needed 
Not answered 






s- 


33 














» 

Total 


IS" 


100 



62 



Kane of Utt..ry! Chlngu.cou.y BnUMih 



245 



riT^i - ' — r-' ffhlmir-'" D»p«rtai«nt» cntur>i Sirvleti 



PATTERNS OF IKFORMATION REQUESTS ; FOKM 111 
REFERENCE OOESTIOMS 
(excluding directional) 



Sources Used to Answer 




Percent 




30 




Reference collection 


b 




Cirrniiatina Collection 






PAv-trv)'trAl or Newsoaper Index 


• 




p^rfndic^iil or NewsoaDer 




• 


Pamphlet File 




3 


Government Publication 


+ — 


3 


Other Library Source (Specify) 
Other Branch/Dept 






Other Library (Outside BPL) 






Other Organization 












Total 




100 

... . 




DISPOSITION OP REFERENCE QUESTIONS 


Nuniber 


Percent 


Answered within this library 
Referred to other branch/department 
Referred elsewhere 
Follow up needed 
Not answered 


wo 


93 


L5 








f 








Total 


1 33 


100 

- 



Otpirt»«iitt Inforaatlon 



PATTERNS or IKFOBMATION REQUESTS ; FORM HI 

RETEREWCE QOESTIOIIS 
(excluding directional) 



♦ 

Sources Used to Answer 


l^umber 


• 

Percent 








Reference Collection 


if 1 

'4-1 


1 8 


Circulatlno Collection 


SO 




Pd^r^ndical AT NewsDADer Xndex 


<^ 




Periodical or NewsDaDer 


X'L 

^^^^ 


/o 


Pamphlet File 


1 f 

1 I 


5 


Government Publication 








Other Library Source (Specify) 






Other Branch/Dept 






Other Library (Outside BPL) 




1 


Other Organization 


















Total 




100 




DISPOSITION OF REFERENCE QUESTIONS 


Nuniber 


Percent 


Answered within this library 
Referred to other branch/department 
Referred elsewhere 
Follow up needed 
Not answered 




80 




*l 


^ 






_a 


/ 


1 


Total 


/ 69 


100 



er|c 



2'47 



-^1 



bt) 



Name of Library: Chinguacouty Bnindh 



PATTERNS OF INFORMATION REQUESTS 
. REFERENCE QOESTIOWS 
(excluding direcUonaX) 



Department: ^^to Visual Si>rvtg<>& 
FORM III 



Sources Used to Answer 




CORL Catalogue 



Reference Collection 
Circulating Collection 



Other Library Source (Specify) 



Other Branch/Dept 



Other Library (Outside BPL) 



Other Organization 



Number 



Total 



Percent 



100 



DISPOSITION OF REFERENCE QUESTIONS 


Number 


Percent 


Answered vd.thin this library 




100 


"^Referred to other branch/department 






Referred elsewhere 






Follow up needed 






Not answered 






Total 


/ 43 


100 



ERIC 



24^ 



I 

PATTERNS OF IKFORMATION REQUESTS ; FORM lU 



(MccXiiding dlr«ctlooal) 



Sources Used to Answer 




Percent 


f^^^M f*m4*m^ r\nrtl^ 1 AaAa^^^aA C/i1a A 






Reference Collection 


1 Ai/. 1 


33 


r<rnilatina Collection 


t 










cenoQAwojL *icvTo^o^^* . 




• 


Pamphlet File 






Government Publication 






Other Library Source ([ Specify i 
Other Branch/Dept 






Other Library (Outside BPL) 






Other Oroantzatlon i 












Total 




100 

" 




DISPOSITION OF REFERENCE QUESTIONS 


Nuniber 


Percent 


Answered within this library 
Referred to other branch/department 
Referred elsewhere 
Follow up needed 
Not answered 


8 


— 










1 


3 






Total 


3b 


100 



24S 



of LibttryJ Brawpton P ulilio Lit^t^ry A Art Gt 

t 

PATTERNS OF IHTOmTION REQUSSTS? JSMII 




.Type of Question 



Type 


Number 


7. of Total 


Directional 


MS- 




1 DibliORraphical 


AOS' 


ASa _ 


i Subject. 


1 HI I 




\ Total 




lOO 



ERIC 



2')! 



S«ir.t o£ LlbMij^: Corners Branch 

PATTERNS OF INrOHKATIOH. REQUESTS s mH 11 




.Type of Question 



Type 


Number 


y. of Total _ 


Direccional 




lO . 1 


|_Bibliop,raphical 




-as- 


i Subject. 






\ Total ^ 


1 m-o 


1 100 



2^2 



Kar.t of Libtaty: Four Cornftri* By^neh 

« 

* PATTERiNS 07 INFOtlKATION REQUESTS; JOWi II 



^ First Floor 



Number o£ Quel dons .1 K of Total 



1 



Question Posed 



Kumbet 



.Type of Question 



Type 


Number 


X of Total 


Directional 


1 




1 BiblioRraphical 






i Subject. 






1 Total 




100 



r. of Total 




k: f 



KaM o£ Llbrity: Four Cornft ra Branch 



Departmenc: R^yarftnca A Qjro. 

• Seoona Floor 



PATTE1UNS OF lyTOIWATIOH REQUESTS \ YOm IX 




.Type of Question 



Type 


Number 


7. of Total 


Directional 




IL 


1 Bibliographical 


1 ^ 




i Subject. 


'r—^ 




1 Total 


1 , 


100 



ERIC 



Kam of Library t Branrh 

' * . .* pmEKNS OF INFOmTION REQUESTS i FOJM II 




.Type of Question 



Type 


Number 


« of Total 1 


"•{rfcfLon&l 






1' ':liof^raphical 


no 




i bubject. 






! Total 


1 faSI 


100. 



20» 



ERIC 



259 



Kane of Libratyt fli^^T^^^eouwy Branch 

PATTERiNS OF INFOmtlOM REQUESTS ; TOm IX 



Department; Xy^^i^t^at^ G»y>trft 




.Type of Question 



Type 


Number 


7. of Total 


Direccional 


^-2>i 


at 1 


1 BiblioRraphical 






i Subject. 


5- 




' Total 


1 51 


100, 



/a 



ERIC 



2 i> 0 



Kdr.e of Llbmy: Chlnguaee^iftY ^^^*>^^>^ , 

PATTERiNS OF IHFOTIMATION REQUESTS; TOm XI, 



Departmenc: Interlean 



Hour 



Tocal 



Number of Questions 



ii 



X of Tocal 




100 



Organization 
Jtudent 




Youth (18 & under) 
Other branch/dopt 



Ochcr library: 



Tocal 



ikl 



Si. 



Type of Question 



Typp. 


Number 


7. of Total 


Directional 






1 Bibliographical 


L_ 




i Subject 






1 Total 




100. 



Question Posed 


Kumber 


■ % of Total 


In person 
Tftlftohone 




U 


Mail 






1 Teleprinter 
Total 


1 


1 100 ^ 


' Questioner 


Number 


!t of Total ' 



33- 



100 



o£ Librtty: Chinguacouey Branch 



.Department! Listening Centre 



PATTEPaNS OF INrOlVMATXON REQUESTS t TOW II 




.Type of Question 



Type 


Number 


'/. of Total 


Directional 


^ 




1 DiblioRtaphical 




\<\ 


1 " — ^ r- T~ 

i Subject 1 


IS- 


[Total 1 


100. 



KftM o! Ltbtnty: Chinguacougv Branch 



Depattmenct Guttural Sarvices 



?ATTERiNS OF INTOUMATION n£QUESTS ; rO^-l IX 



Total 



Number of Questions 



100 



Oclur library* 



Total 




lOO 



-0 



.Type of Question 



Type 


Number 


7. of Total 


Direccinnal 


. ..30 ■ 




1 DiblioRraphical 


I'V 




i Subject. 






1 Total 




100 



o 

FRir 



Name of- Llbrtry: 
• 



■Chingtttcottsy Branch 



* Department: Trif^riation Servicee 



PATTEIUNS OF IKFOaMATION REQUgSTS l JOmil 




.Type of Question 



Type 
Directional 


Number 


X of Total 


1 BiblioRraphical 






i Subject 






', Total 


i ^''^ 


100 



2 1> H 



ERIC 



% • 



KaRt of Ubrtry: Chlnguacou«y Branch 



DepAttmenl:: Ai^.;|tQ yi.tiM^} SftrvioeB 



♦ 




.Type of Question 



Number 



•/ of Total 



Directional 



I Dibliop,rapHical_ 



Subject. 



lotal 



isa 



100 



270 



ERIC 
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Kar.e ot Library: Chingi^^^ gY gfP^^ 

PATTERNS 0^ "^^^QRMATION REQUESTS FORM II 



Departmenc: Information Brampton 




.Type of Question 



Type 


Number 


y. of Tocal 


T^i'rectional 






- 

j Bibliographical 






i Subject 






' Total 




100 J 



272 



2 7a 



o 

ERIC 



•1 



7 9 



Kftnie of Library: grftWr'*'''^ Pii^Kr T.lhrary At krt r,n^^f^rv 

cbi fTACT FORM U 

Typical Questions 

1. Location of facilities in library 
2*, Location of mater ials in library 

3. Other (specify e.g. loan period, library hours, fines) 





QuES 




INFORMATION REQUESTED 
YnrcTrtMATr RY NimBER 1-3 OR SPECIFY) 




REFERRED 


HOUR 


ADULT 


^OUTH 
18 & under 


JL 




3 


TOTAL 
















Nuinber 


Percent 








' ' ' '^■^^ — ^ " 














10 










X 


M 


b 


3 .. 


11 








(Ql- 


1 




^. 




12 


5" 




3 


1 


1 


.fT 


3- 




1 


19 








-9 


(8 






? 






b 






/S* 






3 


SL 




3 


3 


_J 








4 




fe 


a. 


9 


1 


II 






5 




10 




T 










6 
7 
8 


IS 






II 


_iip 


"31 




^__ 








11 












Ui-- 










1 + 






















• 












100 




TOTAL 











ERIC 
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K6r« of Library: ^^^^i^ Ri^rnara Branch 



T ypical Questions 



1. Location of faciUties in library 
7* Location of mat erials in library 

I: ^her UpecifT^TSTToan period^, library hour., fines) 



HOUR 



10 



11 



12 



4_ 

5 

^ 6 

8 

TOTAL 



QUESTIONNER 



ADULT 



18 & un<3er 



5: 

1_ 



7A 



INFORJ-iATlON REQUESTED 
(DFSIGNATF! BY NUyaPR 1-3 OR SPECIFY) 



^^^C 



a. 



TOTAI. 



Wujnber 



5_ 



4 



Percent 



JJQ 



REFERREg 



100 



_L 



J- 



275 



81 - 



HTK i U iwa. 



C OIJTACT TORM n 
T ypicgl Quest lon|» / 

1. Location of faculties in 15brary 

2. Location of mater laas in library 

Other (specifT^rg. loan period, library hours, fines) . 





QUES' 


riOKNER 


INFCRJ^iATlOJ^ REQUESTED 
/«^...,^v,*mr. «v.vnn^itPP T-*^ OR SPECIDf) 




HOUR 


ADULT 


YOUTH 
1 8 & under 


1 


2 1 


3 


tot; 


















Number 


Percent 




. 




• 












— 






1- 


I 








<» 




10 
11 


3-- 




1 






*? 


n 




12 


;t 




1 










1 J 


1 


«»_ 














_ 


2 






I 






«- 




. 3.,.- 




1 










1 




I 


4 

5 _ 

6 

7 




• _ 


1 












. 1 






3_ 




t_ 


Iii- 










4-- 




r 












J - _ 


7 


13 




8 








_L- 


-3 — 4 


f 


3- 




















TOTAL 


3^" 


i5:_ 






• 


5+' 


100 


L5 



ERJC 



276 



82 



APR 10 1879 



Department: ^^^^nd Flaor- 



' Kftme of Llbraxy: fwv Gnmmrn Wrannh 

COl/TACT FORM II 

Tvo3cal Questions 

1. Location of facilities ih library 
2 Location of materials in library 

3^ Other (specify e.g. loan period, library hours, fines) 





OUES' 


nONNER 


INFORMATION REQUESTED 
ynfcirtwATr. nv NUKBER 1-3 OR SPECIFY) 


REFERRED 


HOUR 


"TTduut 


VOUTH 
18 & under 


1 


2 


3 


TOT/ 


















Number 


Percent 






















10 


















11 


















12 


















1 


















2 


















3 
























1 


a. 






_ S 




4_ 




\ - 




— 1- 




1_ 




1 


J— 


1 


1- 




*t 




^_ 






7 
8 










it. 


13 






1 


















« 
















TOTAL 








IS 


lio . 1 

• 

• • 




100 


ij 



77 
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jCanie of Library: ffh1rr'^^^"^y ^T'wy^fi^' 

cbmACT FORM n 



Typical Questions 

1. Location of facilities in library 

2. Location of materials in library j., 

2. Other (specify e.g. loan period, library hours, fines) 





QUES' 


riONNER 


INFORKATION REQUESTED 
»,MrcT,^vi..rr nv MimarB 1-3 OR SPEClDf) 


HEFERREB 




ADULT 


18 & lander 


1 - 


2 


3 




















Nuniber 


Percent 






















10 


T 


— "1 — 


a. 




. A* - 






3 _ 


11 


4 




\ 




J 


4 






12 










1 


3 






1 








d 








H- . 


2 










IQ 






3 










1 


+ 




1 .. 


4 








-Jk- 








s:_ 


5 


+ 


+_ 


1 


3 - 




?L 


S- 


. 3 


6 
7 


\ 1 






_3- 


i3 


18 


n 


_.. 1 .... 


13 




_Jb- 




11 






8 












lie 


IS- 






















TOTAL 




30 




35" 


— J 




100 





ERIC 



ICttiw of Library: Chin(yiaeouev BranOlL 

cbirtAcr form n 

« 

Typical Qx'gstlons 

1. Location of facilities irt library 

2* Location of materials in library ^ ^Ar^^^'S 

I: other (specify e.g. loan period, library hours, fines) , 




ERIC 



^ . Department: Gjrfiulfttieil 

KftitA of Library: , .Qh1npiiinaitBy Brwnnh 

CONTACT Fom h 

. Typical Questions 

1. Location of facilities ih library 
9* Irocation of materials In library 

]: ^er (specify e.g. loan period, library hours, fines) 



I.' 



HOUR 


QUES' 
ADULT 


nONNER 
lUux n 


(DE£ 


INf 
;IGNATE 


X3RMATI0N REQl 
; BY NUMBER. 1- 


3ESTED ' 

OR SPECIFY) 


REFERRED 






18 Sunder 




2 1 


3 


NuiTiber 


Percent 




10 


1 


• 


1 




-J 


4 


to 


s3 — 


11 
12 
1 
2 
3 


. 




A. 
1 


-it 
1 


1 



\ - 

1 


3 


lO 

.^_it 


. A . .: 

.. 3 - 

1- - 


4 

5 


5" . 
H 


au 


A. 
1 


3 






10 


5"_ 


6_ 
7 


















1 1^ 









_3 


IS 


T 


X 


8 


• 






- 1 


3 


(p 






TOTAL 






50 






«8M- 


100 





86 



of Library : Chinguac a^av 1 ^^neh 



Department: Cftllaetiftnn - ProgftgglnC 



CQIJTACT FORM II 



Tvpjcal Quesiions 



1 Location of facilities in library 

i U.-ciTOrfot: ^ri:?: U.r^^ «n«) 



HOUR 



^0 
11 
12 



QUEST30NNER 



ADULT 



5 

6 
7 
8 

TOTAL 



YOUTH 
8 &junder 



INFORMATION REQUESTED 
•(ppcmMATP WY NUMBER l ;-^ OR SPgCIFY) 



TOTAL 



Number 



Percent 



REFERRED 



100 



2H1 



1 1/^' • 



87 



. Kante 

CQl^TACT FORM H. 



T ypical Questions 

• 1. Location of facilities in library 

?* Location of materials in library ^j, ,\ 

I: oSer (specify e.g. loan period, library hours, fines) . 





QUES' 


riONNER 
V ni mi 


INFORlWlON REQUESTED 
7r.rc-rn»JATP PY NUMBER 1-3 OR SPECIF^) 


REFERRED 


HOUR 


^DULT 


xuux n 
18 Sunder 


1 


2 


3 


TOT/ 


















Number 


Percent 








































10 
11 


















12 
1 


















2 
3 
4 


















6 
7 










-J 


1 






8 










• 

• 4 


1 


100 





8d 



m 1 0 1^9 



Name of Ubrary: praMnton Public Library A Art Qallery 



SWITCHBOARD INFORMATION REQUESTS; SUMMARY 



Type of Question 


Four Comers 


Chinguacousy 


Total 


No. 


% 


No. 




No. 


% 


• 

1. Llbirary hours 

2. Facilities in the library 

3. Location of the library 

4. Overdues 

5. Job applications 

6. Children »s activities 

7. Information, e.g. about the 

collection 

8« Non- library information 
9, Day Care facilities 
TOTAL ' 


Ilo 


38 


JO 








Z 




3> 


"7 




1 

b 




% 






f 






A? 


\ 




15 




















r 


1 1 




/o 


















3 


•7 


3 


3 










\ 


/ 


4a. 


/oo 


4(p 






/oo 



ALL SWITCHBOARD CALLS 



Time of Day 



8:30 ^ 1:00 
1:00 - 5:00 
5:00 - 9:00 

TOTAL 





Four Corners „ 


Chinquacousy 


Total 


No 


* 


No. 




No. 






















11 


32 










If 7 








/57 


loo 




/OO 


St? 


too 



ERIC 



itt.';! ^ ■ ♦ ...... . w 

tJar^ Pf Library: Jrt W ft tft f ^^^^^ Library » Art GftU^n 



•'^ / 

/ 

. / 



SWITCHBOARD PiFORKATION REQUESTS FORM IX , 

x- .... ■ . . , 

T ypical Quest ion« . • 

1 Library hours (i.e. opening, closing, Sunday, Konday) 

2' Facilities in the library (i.e. photocopier? 

3] Location of the library (i.e. directions) 

4, Over dues ■ 

5. .Job applications 

8. Non-library Information (i.e. bus schedules. Post Office hot.rsJ 

9, Day care facilities 1 

Not^: Do not record: regular calls that r.e.Que5t an individual or 
department ori this form. • , 




ERIC 
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9 0 



of Library: ^T^InffVn^^ftUffY ^*^i^H _ 



• » 

swiTCHBOARP WFcsmxrion HEQugsrs T<m_ii 

• -- _ ^. ^ 

Typical Questions » • 

1 Library hours (l.e, openlno, closing, Sunday, Konday), 
2] Facilities in the library (i.e. phqtocoplerJ 

3, Location of the library (i*e. directions) 

4, Overdues 

5, Job applications 

8. Non-library information (i.€f. bus schedules. Post Office hotirs^ 

9. Day care facilities ; 

Note: Do not record regular calls that request an individual or 
department on this form. . . 



t,.n,..^v-.n (DESIGNATF BY N1|^WF:R 1-9 0« SPECin) 




285 



9 1 - 



ArK 1 u u 



T:ar.e of Library: JlflUT Comftrfi Hrnnch 



«arfTTruP.OARD ITjFORMAT ION REQUESTS FORM II 

Typical Questions 

1 Library hours (i.e, openina, closing, Sunday, Konday) 

2 Facilities in the library (l,e. photocopier) 
3' Location of the library (i.e. directions) 

4. Over dues 

5. Job applications 

A Children's activities in the library 

7: Sfor."ion (i.e, in response to our information B.a.pto^^^^^^ 

8. Non-library inforriation (i.e, bus schedules. Post Office hours) 

9. Day care facilities 

Note: Do not record regular call-, that request an individual or ' 
department on this form. 



HOUR 


INFpRHATlON 


RBQL 




-1- 


2 _ 


3 _ 


_4_ _ 












8 










9 








L 


10 










11 




1. 




-I. . 


12 








7^ 


1 _ 










2 


.1 - 




I 




3 










4 


_s. 




1 


1 


5 


J 








6 


a_ 


1 






7 










8 


J 








TOTAL 


11(0 









8 



4- lo 



Other 



TOTAIj 



Number 



i 

n 
I 

s 



X 



Percent 

s: 

5: 

4-0 

a. 



Referred 



I 



100 



1 5' 



ERIC 



COMPUTER REPORTS 
BRAMPTON PUBLIC LIBRARY SYSTEM - USER STUDY 
TUESDAY APRIL 10, 1979 



Report no 



xjrancn uoeuf 


V\\7 QVr^lVftl "tlTlTlP 


2. 


by time spent in library 


3* 


by male and female users 




by occupational status 


5. 


by full time students 


6. 


by part time students 


7- 


by staff assistance requested 


8. 


by satisfaction with staff assistance 


9. 


by satisfaction with library material 


10. 


by frequency of use 


11. 


by library membership 



12. Kale and female users, by arrival time 

13, by satisfaction with staff assistance 
^i^, by satisfaction with library ir.aterial 

15. Occupational status, by arrival time 

by time spent in library 

ly, by staff assistance requested 

13, by satisfaction with staff asra stance 

19, by satisfaction with library material 

20. hy Art Gallery visit 
i^l, by frequency of use 

22, by library momborship 

23, Full time students, by time spent in library 

24, by satisfaction with staff assistance 

25, by satisfaction with library material 
2h, by Art Gallery visit 

2'^, by frequency of use 

28. Part tiriK? r-tu<ionts, by saticfaction with r.taCf at;r, ir.tanco 

29, by satisfaction with library material 



ERIC 



93 



APR 10 



30. staff assistance requested, by arrival time 

by time spent in library 

32, by frequency of use 

33. Satisfaction with staff assistance, by arrival time 

311^ by time spent in library 

315^ by frequency of use 

36. Satisfaction with library material, by arrival time 

3^^ by time spent in library 

38, by frequency of use . 

39. Art Gallery visit, by frequency of library use 
^0. Library menbership status, by frequency of use 

41. Branch used, by user residence 

42, Occupational status, by user residence 



:t M H . 



94 



MATRIX OF USER CHARACTERISTICS - APRIL 10, 1979 




* only 1 crons tabulation 

per 'JPX of (up to) V. 1 computpr 
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